Towards a crisis communication strategy for the Bushbuckridge Local Municipality by Mndawe, Temosho Margaret
COPYRIGHT AND CITATION CONSIDERATIONS FOR THIS THESIS/ DISSERTATION
o Attribution — You must give appropriate credit, provide a link to the license, and indicate if
changes were made. You may do so in any reasonable manner, but not in any way that
suggests the licensor endorses you or your use.
o NonCommercial — You may not use the material for commercial purposes.
o ShareAlike — If you remix, transform, or build upon the material, you must distribute your
contributions under the same license as the original.
How to cite this thesis
Surname, Initial(s). (2012). Title of the thesis or dissertation (Doctoral Thesis / Master’s 
Dissertation). Johannesburg: University of Johannesburg. Available from: 
http://hdl.handle.net/102000/0002 (Accessed: 22 August 2017).   
 
 
Towards a Crisis Communication Strategy for the Bushbuckridge 
Local Municipality 
By 
Temosho Margaret Mndawe 
STUDENT NO: 201224887 
MINOR DISSERTATION 
Submitted in partial fulfilment of the requirements for degree of 
MA In STRATEGIC COMMUNICATION (CW) 
In 
Department of Strategic Communication 
Faculty of Humanities 
University of Johannesburg 
Supervisor: Prof E. Lubinga 
 
2020 
i | P a g e  
 
Table of Contents 
PLAGIARISM DECLARATION .............................................................................................................. iv 
ABSTRACT................................................................................................................................................. v 
ACKNOWLEDGEMENTS ....................................................................................................................... vi 
LIST OFTABLES AND FIGURES ......................................................................................................... vii 
ACRONYMS AND ABBREVIATIONS ................................................................................................ viii 
CHAPTER ONE ......................................................................................................................................... 1 
1.1 Introduction ............................................................................................................................... 1 
1.2 Problem Statement .................................................................................................................. 2 
1.3 Aim of the Study ....................................................................................................................... 3 
1.4 Objectives of the Study .......................................................................................................... 3 
1.5 Research Questions ................................................................................................................ 3 
1.6 Literature Review ..................................................................................................................... 3 
1.6.1 Crisis Communication ........................................................................................................ 4 
1.6.2 Strategic Communication: An Umbrella ........................................................................ 4 
1.6.3 Crisis Communication Strategies for Managing Crisis .............................................. 4 
1.6.4 Stakeholder Engagement ................................................................................................... 5 
1.7 Theoretical Framework ........................................................................................................... 5 
1.8 Research Methodology ........................................................................................................... 6 
1.8.1 Population and Sampling ................................................................................................... 6 
1.8.2 Sampling method ............................................................................................................. 6 
1.8.3 Data Collection.................................................................................................................. 7 
1.8.4 Data Analysis .................................................................................................................... 7 
1.9 Structure of study .................................................................................................................... 7 
1.10 Ethical Considerations ........................................................................................................... 8 
1.11 Summary .................................................................................................................................... 9 
CHAPTER 2 .............................................................................................................................................. 10 
LITERATURE REVIEW AND THEORETICAL FRAMEWORK ....................................................... 10 
2.1 Introduction ............................................................................................................................. 10 
2.2 Crisis Communication in addressing community protests ........................................ 10 
2.3 Strategic Communication: An umbrella ........................................................................... 14 
2.4 Communicating during a crisis .......................................................................................... 15 
2.4.1 A crisis communication plan ...................................................................................... 16 
ii | P a g e  
 
2.4.2 Forms of Communication ............................................................................................ 17 
2.4.3 Crisis response strategies ........................................................................................... 20 
2.5 Stakeholder Engagement ..................................................................................................... 23 
2.5.1 Stakeholder perceptions about an organisation ................................................... 23 
2.5.2 How organisations manage stakeholder relations ............................................... 24 
2.5.3 Reputation management between the Municipality and its  Community ........ 25 
2.6 Theoretical Framework ......................................................................................................... 28 
2.6.1 Situational Crisis Communication Theory (SCCT) ................................................ 28 
2.6.2 Stakeholder Theory ....................................................................................................... 29 
2.6.3 Corporate Apologia ....................................................................................................... 31 
2.6.4 Attribution Theory .......................................................................................................... 32 
2.7 Summary .................................................................................................................................. 33 
CHAPTER 3 .............................................................................................................................................. 34 
RESEARCH METHODOLOGY ............................................................................................................. 34 
3.1 Introduction ............................................................................................................................. 34 
3.2 Research Approach ............................................................................................................... 34 
3.2.1 Research Design ............................................................................................................ 35 
3.2.2 Population and Sample Size ....................................................................................... 35 
3.2.3 Sampling Method ........................................................................................................... 36 
3.2.4 Data Collection................................................................................................................ 36 
3.2.5 Data Analysis .................................................................................................................. 37 
3.3 Ethical Considerations ......................................................................................................... 38 
3.3.1 Ethical Clearance ........................................................................................................... 39 
3.3.2 Informed Consent .......................................................................................................... 39 
3.3.3 Anonymity and Confidentiality ................................................................................... 39 
3.3.4 Avoidance of Harm ........................................................................................................ 40 
3.3.5 Voluntary Participation ................................................................................................. 40 
3.4 Trustworthiness ..................................................................................................................... 41 
3.4.1 Credibility ......................................................................................................................... 41 
3.4.2 Dependability .................................................................................................................. 41 
3.4.3 Confirmability .................................................................................................................. 41 
3.4.4 Transferability ................................................................................................................. 41 
3.5 Limitations of the Study ....................................................................................................... 42 
iii | P a g e  
 
3.6 Conclusion ............................................................................................................................... 42 
CHAPTER FOUR ..................................................................................................................................... 43 
RESEARCH FINDINGS AND DISCUSSION ...................................................................................... 43 
4.1 Introduction ............................................................................................................................. 43 
4.2 Theme 1: Inadequate communication .............................................................................. 46 
4.2.1 Sub-theme 1: Ineffective communication channels.............................................. 47 
4.2.2 Sub-theme 2: Protests as effective communication ............................................. 51 
4.2.3 Sub-theme 3: Inadequate information dissemination .......................................... 54 
4.3 Theme 2: Limited communication Strategies ................................................................. 56 
4.3.1 Sub-theme 1: Lack of a crisis communication strategy ...................................... 57 
4.3.2 Sub-theme 2: Unqualified municipal representatives .......................................... 59 
4.4 Theme 3: Lack of community engagement ..................................................................... 60 
4.4.1 Sub-theme: Community non-involvement in decision-making ......................... 61 
4.5 Theme 3: Non-interactive mode of communication ...................................................... 63 
4.6 Summary .................................................................................................................................. 65 
CHAPTER FIVE ....................................................................................................................................... 66 
CONCLUSIONS, LIMITATIONS AND RECOMMENDATIONS ....................................................... 66 
5.1 Introduction ............................................................................................................................. 66 
5.2 Summary of the key findings .............................................................................................. 66 
5.2.1 Research question 1...................................................................................................... 67 
5.2.2 Research question 2...................................................................................................... 67 
5.2.3 Research question 3...................................................................................................... 68 
5.3 Limitations of the study........................................................................................................ 68 
5.4 Recommendations for future research ............................................................................ 69 
5.5 Overall Conclusion ................................................................................................................ 70 
Reference List ......................................................................................................................................... 71 
APPENDICES........................................................................................................................................... 87 
Appendix A: Interview guides ......................................................................................................... 87 
Interview guide 1: For the BLM .................................................................................................. 87 
Interview guide 2: For the community participants .............................................................. 90 
Appendix B: Informed Consent ...................................................................................................... 93 
Appendix C: Ethical Clearance Letter .......................................................................................... 94 
Appendix D: Confirmation for Language Editing ...................................................................... 96 
iv | P a g e
PLAGIARISM DECLARATION 
I, Temosho Margaret Mndawe (Student No: 201224887), hereby declare that the mini-
dissertation titled “Towards a crisis communication strategy for the Bushbuckridge local 
municipality” submitted is in line with the Plagiarism Policy of the University of 
Johannesburg.  
I further declare that this project has not been previously submitted by me for a degree at 
this or any other institution; the text and bibliography reflect the sources I have consulted, 
and sections with no source referrals are my own ideas, arguments and/or conclusions. 
Signature: 
Date: 26 October 2020 
v | P a g e  
 
ABSTRACT 
For more than two decades (1997-2019), the Bushbuckridge Municipal community in 
Mpumalanga Province has experienced multiple, violent protests that are often observed 
to have led to escalating damage of infrastructure and financial repercussions. This study 
aimed to investigate how the Bushbuckridge local municipality (BLM) can create a crisis 
communication strategy to deal with current community crises. Using the situational crisis 
communication theory as a construct, the researcher investigated if there are any 
strategies deployed by the BLM to address the crisis. A qualitative research approach 
was used for data collection, using semi and unstructured interview questions. Due to the 
COVID-19 pandemic and lockdown restrictions interviews were conducted virtually. 
Thematic analysis was used to analyse the data. The findings have showed that 
communication and public participatory is lacking. This study recommends that interactive 
platforms of communication should be integrated in all crisis communication strategies to 
enhance public engagement and quicker response and feed to the affected communities. 
The study revealed that the currently used strategies by the BLM are not effective and fail 
the turn-around expectation by the community. Furthermore, both the paucity of details 
and lack of access to information about the crisis communication strategy impacted on 
the BLM service delivery, as evidenced by recurrent and often violent municipality 
protests.  
Keywords:  
Crisis communication, crisis communication strategies, community protests, service 
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Communities around Bushbuckridge municipality appear to have become more violent. 
Steyn (2015) argues that it can be inferred that this was due to the local government 
failing to meet community’s basic needs and demands. When community members go 
on protest actions, it affects other national activities such as barring learners from going 
to school in Bushbuckridge as reported by The Citizen (2018).   
The Mpumalanga News (2018) reported that offices and vehicles belonging to the local 
government were burnt during a community protest.  The Citizen (2019) reported that on 
25 January, SAPS released a statement soon after a protest, alerting motorists to avoid 
using R40 route in Bushbuckridge, Mpumalanga, following incidents in which protesters 
had burnt vehicles and looted shops. In order to provide context to this problem, the 
researcher reviewed media reports from before the community was transferred to the 
government of Mpumalanga from the Limpopo government. The Bushbuckridge Local 
Municipality (BLM) has not always been located in the Mpumalanga Province. It 
previously fell under the Northern Province (now known-as Limpopo Province); it was 
transferred following constant violent strikes with demands by residents to be transferred 
to the Mpumalanga Province (Mail & Guardian, 1997). The National government made 
the move based on facts indicating that the community of Bushbuckridge was closer to 
Mpumalanga Province and that their needs would be easily serviced and addressed. Of 
great concern, is that frequent protests persist almost 20 years later, following the transfer 
of the BLM from the Limpopo Province to the Mpumalanga Province. According to Kotze 
and Taylor (2010:198), “communities in South Africa have resorted to violent riots, 
destroying schools, libraries and the houses of underperforming local government 
councillors” to register their dissatisfaction with service delivery.   
While service delivery protests are nationwide phenomenon, their impact on communities 
varies from province to province. Failure by local municipalities to monitor and respond 
timeously to community protests complicated governance and service delivery. More 
needs to be done to enhance surveillance (monitoring) and communication strategies to 
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circumvent future protests. Coombs and Holladay (2007:20) defined crisis communication 
as the “collection, processing and dissemination of information required to address a 
crisis situation”.  Crisis managers need to plan for possible crises and know how to deal 
with specific problems even if they are embedded in a general communication strategy. 
Ihlen and Verhoeven (2012) state that organizations cannot learn about the perspective 
of stakeholders without communicating directly or indirectly with them. The goal is to 
communicate with stakeholders since stakeholder feedback could be beneficial in terms 
of managing crisis. Nleya (2011) suggests that interest in public affairs and community 
participation in meetings are very important with regards to social protests.  
The Government Communicator’s Handbook (2014) considers strategy and planning as 
key elements for effective, integrated and coordinated government communications. 
According to Horak (2006) the communication unit as an instrument of service delivery 
provides important information to its community on how best to be involved in the 
business of the local government. However, government communicator’s handbook does 
not fully explain how local government could prepare for a crisis. 
1.2 Problem Statement  
A crisis communication plan is both necessary and a challenge on its own. Without such 
a plan government can succumb to indecision when a crisis occurs, (Government 
Communicator’s Handbook, 2014). Furthermore, a crisis is a difficult period of actual or 
perceived damage to an institution, unit or individual, triggered by a sudden event or a 
rapidly developing problem. The Government Communicator’s Handbook (2014:154) 
documents that “a crisis may affect safety or security, financial stability, reputation or the 
general ability to conduct business”. This has been observed within the BLM, as 
continuous protests resulting in dire consequences have been documented. Taking into 
account that the BLM has a communication strategy in place, it is worth noting that the 
existing strategy does not address issues pertaining to dealing with crises. 
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1.3 Aim of the Study 
The aim of the study is to examine stakeholder perceptions towards how BLM can put 
together an effective crisis communication strategy.  
1.4 Objectives of the Study 
The objectives of the study are; 
 To determine Bushbuckridge Residents’ perceptions towards how the Local 
Municipality communicates with them during crises.  
 To assess Bushbuckridge Local Municipality officials’ perceptions towards how 
they communicate with residents during crises.  
 To analyse Bushbuckridge residents’ perceptions about how the Local 
Municipality should communicate with them during crises.  
1.5 Research Questions 
 What are the dominant perceptions by Bushbuckridge Residents towards how 
the Local Municipality communicates with them during crises?  
 How does the Bushbuckridge Local Municipality communicate with its residents 
during crises?  
 How should the Bushbuckridge Local Municipality communicate with its residents 
during crises?  
1.6 Literature Review 
This section provides a brief description of previously documented literature on the 
phenomenon of crisis communication for the purpose of highlighting gaps, similarities and 
differences in existing research. A more detailed review of relevant literature has been 
discussed in Chapter 2. A review of literature further offered diverse definitions of 
concepts relevant to this study, for instance:   
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1.6.1 Crisis Communication  
According to Horak (2006:28), “crisis communication before, during and after a crisis 
event can be used to strengthen the system’s reputation and relationships if managed 
correctly by showing the publics that it is or was excellently managed”. Others may regard 
crisis as an opportunity even though they still need to deal with specific problems. Smith 
(2015:461) argues that organisations cannot avoid crisis, however, what they can do is 
to influence how the media covers problems they are facing. It is the crisis communication 
manager’s responsibility to ensure the team turns a crisis into an opportunity to do better. 
An Organizational risk plan should include crisis communication strategies that may be 
of assistance in crisis situations.  
1.6.2 Strategic Communication: An Umbrella 
In order to have a dialogue and different voices to address a particular idea, skilled 
communicators decide on best ways and strategies to handle and address the crisis. 
Hallahan et al. (2007) suggests that there are six areas in an organisation not just 
marketing which are involved in developing the concept of strategic communication, 
namely; the marketing itself, business management, public relations, communication 
technologies, communication policies and social marketing campaigns. Strategic 
communication can be used by different people organisations such as the NGO’s, local 
government, as well as various companies for different purposes. According to Carrillo-
Duran (2014) strategic communication involves the need of communication as part of 
senior management’s essential competencies and should comply with a number of 
predefined, long-term objectives designed to address the interests of each of the 
organisation’s stakeholders. 
1.6.3 Crisis Communication Strategies for Managing Crisis 
A crisis communication strategy should aim to solve problems. Cooley and Cooley (2011) 
state that crisis communication strategies intervene on matters that may turn the 
organisation into a victim of these disasters. Steyn and Nunes (2001) also report that 
communication plays a major role in developing communities. Evidenced gleaned from 
literature shows that  that people do not appreciate the role of communication, even 
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though it is present in the organisations’ strategies. It is plausible that this view is a result 
of current ineffective strategies organisations use. Organisations can fit efficient 
communication in their strategies to ensure efficiency in times of crisis and resolution 
thereof.  
1.6.4 Stakeholder Engagement 
It is a good strategy to involve those with thorough knowledge about the local community 
in planning for future disasters, such as the community members. Taysom (2020) argues 
that stakeholder engagement involves individuals who may be affected by decisions an 
organisation makes. The communication strategy should be more than just a ‘yes’ or ‘no’ 
mode of interaction.it should enable citizens to interrogate issues robustly and objectively 
without feeling constrained by bureaucratic practices. Citizens’ involvement to should not 
be delimited to rubber stamping decisions, but they should have capabilities to contribute 
to decision-making processes.  According to Anastasi (2018:38), “it is important for 
organisations to engage with local communities, particularly in relation to the traditional 
areas such as planning for public procurement”. Stakeholder involvement could assist in 
terms of getting to know communities very well and allowing them to voice out challenges 
faced by the community, it is, therefore, important for the local government to work closely 
with its public in a cooperative relationship to plan for or prevent crisis.  
1.7 Theoretical Framework 
This study has employed the Situational Crisis Communication Theory (SCCT) as a 
theoretical framework to provide insight into the subject. In addition, the Stakeholder 
Theory; the corporate apologia and the attribution theory have been employed to augment 
theoretical perspectives as explained in detail in Chapter 2.  According to Coombs (2007) 
the SCCT perceives that crises are a result of negative events that stakeholders accept 
to bring forward accountability. Furthermore, the author believes that those responsible 
for managing crisis can utilize a diverse range of crisis strategies that efficiently deal with 
various forms of crisis. This theory suggests that organisations employ the crisis 
communication strategies when dealing with crisis, to name a few; denial, diminish and 
rebuild crisis communication strategies. Although the SCCT studies reputational aspects 
of crisis communication, there are also other aspects of research, such as the crisis 
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impact and behavioural intentions during the crisis (Kyrychock, 2017) that add meaning 
to discussions. Coombs (2007:170) argues that as “stakeholders increasingly perceive 
the organization as responsible for the crisis, managers need to utilize crisis response 
strategies that show a greater concern for the crisis victims if the managers want to use 
communication to protect reputational assets”. The SCCT “provides a set of tools for 
evaluating crisis situations in terms of how people will perceive crisis responsibility” 
(Benoit 2013: 270). It is against this backdrop, that this theory makes it possible to notice 
the level of the risk and approaches to overcome the crisis, including strategic operations. 
An intelligent application of the SCCT theoretical frameworks can enable the BLM to 
reframe its crisis communication strategies better and pre-empt actions before crisis 
escalates.  
1.8 Research Methodology 
A qualitative research approach was used to gather and analyse information on the 
research topic. The BLM was used as a case study to investigate the crisis 
communication strategies in response to crises in the local community. NB: It might be 
useful to cite a few authors that support qualitative research methodologies to strengthen 
this section of the study.  
1.8.1 Population and Sampling 
This study involved only the population of the Bushbuckridge, community members and 
the Bushbuckridge local municipality representatives were interviewed. Participants 
totalled to a number of seventeen. The purpose of this case study is not to generalize the 
findings but to embolden themes arising from the responses and how they enhance 
overall understanding and application of the crisis communication strategies.  
1.8.2 Sampling method 
This study employed a snowball sampling method. Naderifar et al. (2017) state that 
snowball sampling is helpful when dealing with participants that are not easy to find. Each 
participant was asked to identify participants who can contribute information to this study. 
However, Johnson (2014) argues that snowball sampling raises a concern for 
confidentiality as the members of the population are known to each other. Although 
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Johnson (2014) highlighted confidentiality concerns with regard to the snowball sampling 
method; in order to ensure confidentiality and privacy of participants interviews were 
conducted individually and the interview process was not discussed with participants who 
referred the researcher to other participants. Due to COVID-19 and time available, this 
sampling method allowed for the researcher to locate the relevant participants for this 
study.  
1.8.3 Data Collection 
Due to COVID-19 pandemic and lockdown restrictions, the data collection for this study 
involved virtual interviews with participants using a semi-structured and unstructured 
Interview guide to solicit their responses. 
1.8.4 Data Analysis 
Thematic analysis was employed to analyse the raw data. The main themes that emerged 
from the interviews were: Inadequate communication, limited communication strategies, 
lack of community engagement and non-interactive mode of communication in answering 
the research questions.  
1.8.5 Trustworthiness 
To ensure the trustworthiness of the research processes and procedures, requisite 
research and methodological processes were followed and verified to ascertain credibility 
transferability, conformability and dependability.  
1.9 Structure of study 
Chapter 1: Introduction 
This chapter introduces the research topic by describing the aim, objectives and 
questions of the study. ,  
Chapter 2: Literature Review 
This chapter provides a detailed review of related literature by citing previous studies 
done and highlight research gaps that let to embarking on this study. Most significantly, 
use existing literature to frame appropriate theorization and conceptualization of the 
study.  
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Chapter 3: Research Methodology 
This chapter describes research methodologies and procedures to be employed. It also 
summarizes the importance and significance of the chosen methodological processes 
and procedures.  
Chapter 4: Data Presentation, Analysis and Discussion 
This chapter describes data analysis and discussions of the themes emerging from 
analysing collected data. It also situates the findings within the study’s theoretical 
frameworks and conceptualization.  
Chapter 5: Conclusion, Limitations and Recommendations 
This chapter summarizes the findings, highlights limitations and concludes with 
recommendations based on the findings. It further underscores the need for a follow-up 
study given the methodological limitations of this case study.  
1.10 Ethical Considerations 
The researcher obtained an ethical clearance from the departmental and faculty ethics 
committees of the University of Johannesburg to ensure adherence to the ethical 
requirements and permission to conduct the research study. The informed consent of 
those who participated in the study was acquired following their understanding of the 
purpose and procedures involved in this study. The researcher ensured that records and 
participants’ information remains private and confidential. Pseudonyms were used to 
maintain confidentiality and privacy of participants. The researcher ensured that the 
purposes and procedures of this study did not harm the welfare and well-being of the 
participants by not disseminating sensitive information to the public. As a member of the 
Bushbuckridge community, during the course of this study, the researcher assumed an 
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1.11 Summary 
This chapter has introduced the study and given a conceptual and historical background 
to the whole study. In summary, the chapter has indicated that the community protests 
took place before the municipality was transferred under the control of the Mpumalanga 
government. In short, Chapter one has set the scene for the rest of the mini-dissertation 
providing a direction for the chapters to follow. Chapter 2 covers the literature review and 
the theoretical foundation of this study. It looks at the crisis communication strategies and 
how crisis communication fits in an attempt to address community protests. Moreover, it 
also looks at the Situational Crisis Communication Theory, stakeholder theory, 











10 | P a g e  
 
CHAPTER 2 
LITERATURE REVIEW AND THEORETICAL FRAMEWORK 
2.1 Introduction 
This chapter reviews relevant literature about crisis communication and what 
organisations do to manage crisis. Moreover, it seeks to understand and explore the 
central concepts of strategic communication and media, reputation management and 
crisis response strategies. The above-mentioned concepts are connected to one another 
as they all strive to mitigate crisis and therefore the review literature established and 
highlighted existence of such links. It explores how an understanding of crisis 
communication and strategic communication can help organisations communicate better 
and effectively using public media during a crisis.  
2.2 Crisis Communication in addressing community protests 
When a crisis arises, an already existing crisis communication strategy may be 
instrumental in dealing with it effectively. Coombs (2015) defines crisis communication as 
a field that guides crisis managers in addressing a crisis and limit the harm the crisis can 
cause on the public and the company. Kyrychok (2017:58) posits that “crisis 
communication is quite a specific knowledge branch in the field of public relations and 
social communications”. The nature of crisis communication is that communication should 
happen and decisions be taken quickly.  The definition from Coombs (2015) also cautions 
that an unpredictable event that threatens significant expectations of stakeholders and 
can seriously influence the performance of an organization and produce negative results. 
Crisis communication is the dialogue between the organization and its publics prior to, 
during and after the event that aims to minimize reputational damage (Fearn-Banks, 
2011). Crisis communication is a public relations profession sub specialty that is intended 
to protect and defend an individual, company or organization facing a public challenge to 
its reputation (Lubega 2010). According to Olsson (2014:4), “traditionally, crisis 
communication researchers have perceived crises as man-made and organizationally 
centred with a strong focus on preserving an organization’s reputation”. Figure 1 bellow 
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provides us with a collection of the most important key words and concepts connected to 
the global study of crisis communication for the last 60–70 years, (Diers-Lawson, 2020:6). 
 
Figure 1: Dominant themes in the field of crisis communication 
Source: Diers-Lawson (2020) 
Heath and Millar (2004:2) suggest that crisis communication includes three equally 
important elements, namely: Stakeholder relationship management (organisations are 
building, managing and re-building stakeholder relationships; Narrating the crisis (this 
involves media engagement and direct stakeholder engagement across different 
platforms of communication, from face-to-face to social media) and; Communication 
strategy development and implementation (developing good and measurable 
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communication strategies). The above mentioned elements may serve as a guide to a 
successful crisis communication strategy.  
2.2.1 Managing a crisis 
Research in crisis communication can be categorized at least into two significant research 
traditions (Frandsen and Johansen, 2009). The first research tradition can be categorised 
as rhetorical or text-oriented. Researchers who fit in to this tradition are mainly involved 
in what and how groups communicate during a crisis. Schadler (2016) highlights that 
defence strategies are considered to be best fit for this tradition. Strategic or context-
oriented can be categorized as the second tradition. In this tradition, researchers are 
concerned about the way organisations communicate with during a crisis. Frandsen and 
Johansen (2009:351) report that, “Findings in this tradition constitute theories explaining 
how certain situational variables or contextual factors have an impact on the crisis 
communication of the organization in crisis”.  
Based on the existing research contributions, the readiness of an organisation for disaster 
may determine the effect of a crisis. Horak (2006) posits that decision-making and putting 
actions or policies in place to either prevent crisis from occurring or plan to manage the 
crisis effectively when it occurs. Rasila and Mudau (2013:13) posit that the “partnership 
between government and communities can work to identify viable and desirable 
development initiatives through development communication”. Partnerships between the 
government and the public should aim developmental goals for the community and 
develop a good communication, (Rasila and Mudau, 2013).  Most municipalities’ image 
ends up being tarnished because they are not aware of and unable to implement the best 
practices of communication to manage a crisis (Kunguma and Terblanche, 2013). 
Moreover, some municipalities lack a solid understanding and implementation of 
strategies which may assist in addressing crisis. If a crisis is managed well, it may benefit 
the organisation in providing better services to the community and ensuring reputational 
damage is prevented or damage is restored.   
Crisis could either be negative or positive, depending on how an organisation views it. 
Others may regard it as an opportunity even though they still need to deal with specific 
problems. It is the crisis communication manager’s responsibility to ensure that teams 
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turn a crisis into an opportunity to do better. Jugo (2013:796) states that “in corporate 
governance, managers often face numerous different crises, which force them to 
communicate with all target groups of the organisation”. With regards to the community 
of the Bushbuckridge and the local municipality, issues such as community protests and 
poor service delivery are expected to occur. It is not easy to detect problems given the 
absence of a crisis communication strategy. Having a strategy will help protect an 
organisation and empower those in charge to manage diverse community problems 
challenges.  
2.2.2 Crisis management team 
Most crisis communication teams are made out of internal members of an organisation. 
A crisis communication team should be broad and includes external people such as the 
community to help deal with different aspects within the community, (Horak, 2006). 
According to Mamokhere (2019) cited from Chiwarawara (2017), “Survival of the entity 
depends on the degree of preparedness, quality of crisis management team, efficiency of 
contingency plans implementation, and monitoring the situation after the crisis event”. 
Organizational readiness enhances crisis and management and reduction in crisis 
events. Taha et al. (2014) suggest that being timely, decisive and effective action 
(intervention) may contribute to the reduction of the crisis. Drafting crisis communication 
strategies could provide guidance to organizations in terms of when and how to act 
towards crisis. According to Chiwarawara (2017) the quality of the crisis team is a game 
changer during crisis events.  Horak’s (2006) research revealed that the Potchefstroom 
local government was operating without the existence of a crisis communication strategy, 
no members of the communications team were trained to manage or execute crisis 
communications and none of them had worked in a crisis document before. Horak’s 
(2006) research findings, recommend that the local municipality should establish a crisis 
communication strategy. The communications team should be provided with vital training 
to enable it deal with crisis. Furthermore, the author argues that no amount of a good 
strategic communication before, during and after will work if it does not match with all the 
stakeholders’ preferences. The crisis communication strategy could assist anticipate 
crisis and ensure that the envisaged crisis is well managed. Moreover, with the crisis 
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unattended to, the public may keep on experiencing unsatisfactory services from the 
organization.  
2.3 Strategic Communication: An umbrella 
Strategic communication is not only limited to profit purposes, it, however can be used for 
multiple purposes. According to van Ruler (2018:372), “Communication is strategic when 
it is completely consistent with the organization mission, vision, values and when it is able 
to enhance the strategic positioning and competitiveness between their competitors”. 
Cited from Shaidi (2013), an interview held on 02 June 2010 by the researcher, Mxube 
(Strategic Political Advisor: Policy, Research and Planning – Office of the Executive 
Mayor: Nelson Mandela Bay Municipality) revealed that poor communication was one of 
the major factors that caused community protests. According to Mamokhere (2019), there 
are many motives behind service delivery protests which include; dissatisfaction with 
service delivery, unemployment and poverty, lack of information sharing, limited 
community engagement, political instability and unfulfilled promises. “The Imbizo is 
regarded by government as a ‘style of interactive governance and communication that 
should promote dialogue between government and people without mediation” 
(Government Communicators’ Handbook, 2014:57). As communication is an important 
part of strategic communication, van Ruler (2018) posits that the communication 
employed by organisations should be interactive and participatory at all levels.  
According to Holtzhausen and Zerfass (2015), strategic communication should reflect 
how organisations practice communication to achieve their tasks. This could also be used 
to resolve societal matters. Hallahan (2004:162) highlights “different communication fields 
in organizations, such as management communication, marketing communication, public 
relations, technical communication, political communication, and information/social 
marketing campaigns, sometimes covered by the umbrella term “integrated 
communications”. A great strategic communication involves a united organization with an 
effective communication department where determined authorities work, (Tench et al., 
2017). Vercic and Zerfass (2016) cited from Verhoeven et al. (2020) argue that a good 
strategic communication is a communication unit that is more effective in delivering an 
effective communication inside and outside the organisation. Strategic communication 
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could assist organisations plan how the communication will be delivered before, during 
and after crisis. 
Communication is planned to ensure the correct messages are disseminated to the 
correct audience. According to Ngcamu (2014), local municipalities have not been able 
to execute their duties such as disseminating information to its residents due to lack of 
internal structural capabilities. Heide et al. (2018) state that strategic communication is 
mainly focused on managers and co-workers as well as the manner in which 
communication occurs.  How communication is delivered is important and communicators 
should look at what messages they deliver to an audience including acting on those 
actions promised to the audience. Failure to succeed in establishing communication 
between the local municipality and its public undermines the right of the people, especially 
residents to contribute in the affairs of the municipality (Van Eeden & Khaba, 2016).  The 
purpose of a strategic communication should be to communicate with one voice and 
ensure that crisis experienced by an organisation is dealt with. Nothhaft (2018) indicated 
that communication is tactical when it is stable with the organisation’s mission, vision and 
values. Strategic communication should be aimed at studying the use of communication 
in organisations and the communities they operate within to achieve their mission and 
ensure that people communicate in proper ways.  
Although firms may not know whether they will experience problems in future, it is still 
important to include plans for possible crisis to ensure the readiness for specific problems. 
Municipalities need to have a strategic communications plan to guide them before, during 
and after crisis. Also, this will enable them to address the intended addressees at the 
suitable time to contribute to and reach the anticipated lasting result. Depending on 
organisational readiness and preparedness, crisis events can be addressed to circumvent 
disaster and social disruptions.  .  
2.4 Communicating during a crisis 
In response to crisis, organisations should evaluate how the efficacy and effectiveness of 
their communication strategies to ensure that residents are kept in the loop of events and 
developments. Nwogwugwu (2018) suggests communicating before, during and after 
crisis may create sympathy to the organization and further allows stakeholders to support 
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the organization all through the crisis. When dealing with a crisis, organizations utilize 
different tactics to send messages clarifying the situation (Stephens et al., 2005). The 
reason public sectors communicate with their stakeholders is to provide them with 
clarifications to recognize the reasons and suggested remedies in a crisis. 
2.4.1 A crisis communication plan 
In the case of creating a crisis communication plan, researchers reveal that different crisis 
communication strategies should be used for various types of crises (Coombs, 1999). 
Weiner (2006) suggests that a crisis communication plan should consist of sufficient 
information regarding the communication response procedures for certain crises. “A crisis 
communication plan aims to protect a municipality’s image, reputation and credibility, and 
it allows it to rapidly release factually accurate and timely information to all internal and 
external stakeholders when confronted with a crisis” (Kunguma & Terblanche, 2013:205). 
In addition, Kuguma and Terblanche (2013) posit that key messages are important for a 
crisis communication strategy, as it is easy to forget them during a crisis. Highlighting 
important aspects of the communication plan has the potential to reduce the risk of 
misinformation, especially during crisis.  According to Fearn-Banks (2011:306), “a crisis 
communication plan should be a part of the larger crisis management or disaster 
management plan of any municipality”. The crisis communication plan should be flexible 
to allow for regular interaction between the organisation and the public. Organisations 
can fit efficient communication in their strategies to ensure they are able to defend any 
disaster that may occur and keep the affected community members at ease. A study by 
Horak (2006) revealed that the Potchefstroom local municipality experienced continuous 
community protests due to the lack of a crisis communication strategy in place. 
Furthermore, the author reported that the municipal’s communication team had no 
experience in dealing with a crisis and no training had been provided to prepare the staff 
on how to communicate during a crisis.  The absence of a crisis communication strategy 
at the Bushbuckridge Local Municipality, makes it challenging to communicate to the 
community on how service delivery problems currently confronting the residents will be 
solved to restore good service delivery and timeous responses to social challenges.  
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Although it may not be easy to notice disaster and act on it in time, organisations may still 
discover means to solve the disaster using the crisis communication plan. Coombs and 
Holladay (2012) argue that studies have shown that organisations tend to respond to 
crisis by deploying traditional crisis communication strategies. Moreover, Skinner and 
Rampersad (2014) state that when communication strategies for reducing disaster are 
formulated, be it for any purpose, they should include a communication mix that inspires 
and allow for knowledge transfer and empower members of communities to prepare for 
and minimize the risk of disaster. These strategies may be used to restore the image and 
reduce the negativities.  
2.4.2 Forms of Communication 
Different communication platforms may be considered to deliver information to people in 
ways never available before. Crisis communication plan must comprise of all potential 
current channels of internal and external communications. Furthermore, as cited from 
Horak (2006), effective communication channels should be established to help reach the 
key audiences (Argenti, 1998:230; Sonnenveld, 2000:127). In order to communicate 
effectively, Kunguma and Terblanche (2013) suggest that municipalities need to identify 
various efficient communication media to be able to communicate with the community. In 
addition, “the use of a certain media depends on the magnitude of the crisis and whether 
communication is with the municipal officials, with the external stakeholders or with the 
community” (Kunguma & Terblanche, 2013:216). Diers-Lawson (2020) suggests that in a 
crisis context we must consider ‘media’ in a cross-platform context. Moreover, the author 
sees the growth of social media as a critical tool for crisis communicators. Any significant 
platform should get stakeholder attention during crises (van der Meer & Verhoeven, 
2013). The change in media consumption should be appreciated, and the suitable media 
should be opted to communicate with stakeholders. Sung and Hwang (2014) found that 
during crises people seek information from any source initially– social media or legacy 
media.  As time goes on, they are more likely to seek information from legacy news 
sources. A crisis communication plan may also describe the communication objectives 
before, during and after a crisis incident and what two-way balanced communication will 
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be used upon to shape and strengthen relationships and the municipality's reputation. A 
discussion about the mass and organisational media follows below: 
2.4.2.1 Mass Media 
Firms may use mass media for information dissemination. According to Schadler 
(2016:37), “Mass media have traditionally been important means for organizations to 
convey their messages and inform the publics about business affairs”. Furthermore, the 
author reported that anyone can share information about an organization in the media. 
Press releases may be used during a crisis to state the company’s point of view. Manohar 
(2011) states t that public speaking can also be considered forms of mass media. Mass 
media may be the relevant option as this may allow for wide coverage and reach a great 
number of the public.  
Imbizos allow for organisations to deliver messages to a large group of people and this 
may result to immediate feedback. “An imbizo is a forum of enhanced dialogue and 
interaction between national government and residents at grass root level” (Horak, 
2006:85). Baloyi and Lubinga (2017) posit that Imbizos are the most crucial platforms of 
communication as they allow for interpersonal communication (face-to-face) among the 
government and community. Furthermore, Baloyi and Lubinga (2017:1) suggest that “an 
adoption of Imbizo as effective channels of communication necessitates a provision of 
quality feedback by government to service delivery concerns raised at the Imbizo”. Smith 
(2015:461) points out organisations cannot avoid crisis, however, they can influence how 
the media covers problems they are facing.  
Reza (2011) reports that mainstream mass media such as the newspapers, radio and 
television do not provide ample space and time to cater for community people information 
about the local government services. In addition, Reza (2011) argues that these types of 
media provides people with limited interaction, it becomes difficult for those engaged in 
communication to communicate and provide immediate feedback. “Other preliminary 
research into mass communication and crises has examined the role of mass media and 
explored methods employed to disseminate information to various stakeholders before, 
during, and after crises”, (Scanlon, 1983:276). “The general framework for crisis 
communication presented in the literature makes the assumption that mass media 
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coverage is important as it influences stakeholders’ opinions during a crisis (Egelhoff & 
Sen”, 1992:457). With regards to crisis, mass media could ensure that information 
transfer occurs between the organisation and the intended audience. Although this form 
of communication could disseminate information to a large group of people, however, 
most of the platforms allow for less engagement.  
2.4.2.2 Organisational Media 
There is a variety of communication tools and channels which organisations dealing crisis 
can use in order to reach external publics, (Schadler, 2016). Organisations should 
consider media that is accessible to a large group of people within the community. 
“Gradually the internet is becoming a more important and widespread tool” (Stephens & 
Malone 2010:381). An organisation may issue publications in order to control the 
organisation’s views. For instance, an organisation may opt to use social media as it 
allows for interactional communication, unlike the newspaper as it is a one-way 
communication. 
 In spite of some of the negative impact social media may have on other events, social 
media may still be a driving force of crisis communication. Coombs (2015) argues that 
the immediacy of social media allows an organisation to report crisis at any time and not 
rely upon the traditional news media to help facilitate the release of a story. Social media 
continues to transform how people share information, communication platforms have 
become a powerful response tool for firms (Ely & Vardeman, 2015). Research studies 
have shown that stakeholders use social networks to publicly expose organisation on 
misconducts (Coombs, 2007). According to Landau (2011) organisations that do not 
participate in social media might find themselves in a defensive position during a crisis. 
Utilising the social media as a platform to share information regarding an organisation 
could be the safest move for the company to ensure that citizens are well informed about 
things happening in the organisation. Citizens may want to learn about all that is 
happening in their community and organisation to avoid surprises.  
Social media has become a voice for the voiceless citizens. It is one of the most effective 
platforms used for information dissemination and immediate feedback. Lewis and 
Nicholas (2012) report that social media is very vital to the field of strategic 
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communication. Social media has become a tool for collecting information and 
communicating with key publics (Ely & Vardeman, 2015). In addition, Ely and Vardeman 
(2015) highlight that the social media’s goal is positive communication about the company 
from individuals outside the organisation. Meredith (2012) argues that social media 
provides businesses with opportunities to share information and engage with different 
stakeholders. In addition, Meredith (2012) argues that the amount of adoption by local 
governments is below fifty percent regardless of Twitter being widely available since 
2006. Twitter has been one of the most influential platforms on social media where 
citizens raise concerns for positive reaction from the intended recipients of the messages. 
Also, we have seen how violent protests trend on the social media; this may be an 
effective way for organisations to share and request for information from the residents.  
2.4.3 Crisis response strategies  
In order to classify crisis communication message strategies, Coombs (1995, 1999) 
developed a model that comprehensively explains the general strategy choices that 
organizations-in-crisis have at their disposal. Kelly (2014) highlights that the situational 
crisis communication theory (SCCT), developed by Coombs, provides a theoretical base 
from which to select a crisis response strategy that is appropriate to the crisis. Coombs 
(2007:169), states that a “crisis response strategy is a form of crisis communication that 
focuses on how organizational responses are presented to the public and how these 
messages are narrated to repair the reputation of the organization”. Coombs and 
Holladay (2007) found that the organization’s response to a crisis will impact the 
stakeholders’ perception of the organization’s reputation. When crisis occurs, the public 
seeks explanation about a specific crisis and how an organisation responds could have 
a good or negative impact on the firm’s reputation. 
The crisis communication strategies employed, particularly offer organisations with ways 
to deal with crisis. Skinner and Rampersad (2014) describe response strategies to be a 
systematic and well-planned series of actions, which combine different techniques and 
tools to intend change. Cooley and Cooley (2011) opine that crisis communication 
strategies look at matters that may turn the organisation into a victim of these disasters.  
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Coombs (2014) suggests a crisis response strategy should include the following 
strategies presented in the figure below: 
 
Figure 2: Crisis communication strategies 
With regards to increasing the effectiveness of the communication strategies, Coombs 
(2007) suggests that organisations use the defensive crisis response strategies to 
manage the crisis. In a study conducted by Coombs and Holladay (2008) cited by Claeys 
and Cauberghe (2011), findings reveal that communication strategies such as 
“compensation” and “sympathy” were as effective as an “apology” in shaping 
stakeholders’ perceptions of the organization taking responsibility for the crisis. Moreover, 
Coombs and Holladay (2008) argue that the denial strategy will reduce reputational 
damage since it removes the connection between the crisis and the firm. With proper 
steps taken, a crisis could be identified and prevented. Coombs (2007) reports that “crisis 
response strategies have three (3) objectives relative to protecting reputations, namely: 
(1) shape attributions of the crisis, (2) change perceptions of the organisation in crisis and 
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(3) reduce the negative affect generated by crisis”. Crisis managers should maintain 
consistency in the use crisis response strategies (Coombs, 2007b).  These steps may 
assist influence the organisation-public relationship for better services and reputation 
management.  
The theory that observes crisis communication is Hearit’s apologia, the theory of crisis 
communication that observes how individuals or groups use communication to defend 
their reputation from public attacks (Ware & Linkugel, 1973). Coombs’ SCCT has been 
among the most progressive and effective theories. “It is rooted in Attribution Theory and 
adapts features originally proposed for persons, to organizational settings and further 
incorporates ideas from Corporate Apologia, Image Restoration Theory and corporate 
approaches to crisis management” (Coombs 2002:343).These theories are discussed in 
detail under the theoretical framework section. 
2.4.3.1 The effectiveness of crisis communication strategies 
An effective crisis communication strategy is one that gives an organisation the ability to 
predict disaster before its occurrence. Coombs (2007a), as cited in Nwogwugwu (2018), 
documented that crisis communication strategies are the “symbolic resources which 
would shape attributions of responsibility for the crisis; change public perceptions about 
the organization in crisis and reduce the negative impact caused by the crisis”. A research 
study by Coombs (2012:19) highlighted that “an effective crisis management has the 
potential to greatly reduce the amount of damage the organisation receives as a result of 
crisis, and may even prevent an incident from ever developing into a crisis”. A well-thought 
strategy will give out positive results, however, that might not be the case for other 
organisation, depending on how the public perceive such an organisation. Similarly, 
public perceptions about the local municipality were also noted before it was transferred 
to the government of Mpumalanga in attempt to resolve governance and service delivery 
challenges. Moreover, Coombs (2012) states that contradicting responses could 
negatively affect the effectiveness of the overall response. Spokespersons should 
consistently be able to deliver well balanced messages to the community to avoid more 
disaster. While the BLM may be experiencing on-going protests due to the lack of a crisis 
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communication strategy, it is hoped that, the findings of this research may provide value 
insights to the BLM challenges.   
2.5 Stakeholder Engagement 
Engaging with stakeholders helps the organization understand their needs and enhances 
for a timeous response to communal challenges. Walker et al. (2013) define stakeholder 
engagement as a method by which an organization involves significant participants for a 
clear purpose to achieve accepted results. Moreover, the authors argue that this signifies 
an opportunity for organizations to gauge their level of readiness to respond to 
challenges. It also allows them space to learn more about the risk perceptions and 
concerns of stakeholders and communities. By sharing technical information with 
stakeholders, organizations create a firm foundation for constructive relationships and 
dialogue about oil spills and response options, such as dispersants. Stakeholders are 
central to successful management of communal challenges, including finding acceptable 
solutions to the crisis (Diers-Lawson, 2020). In addition, the relationships among all 
stakeholders can represent a measure of the organization’s strengths and weaknesses 
as they are linked to the relationships between an organization’s social, ethical, and 
financial performances – known as the triple bottom line (Barnett, 2019; Graafland & 
Smid, 2019). Stakeholder participation possibly might help towards developing an 
organisation-public relationship that prioritizes and commits to good service delivery. The 
symbiotic relationship between organizations and stakeholders improve both the image 
of the organization and certainly cements trust between the organization and 
stakeholders. This kind of working relationship minimizes any uncertainty reputation 
management and risks in the delivery of services to the community.   
2.5.1 Stakeholder perceptions about an organisation  
Although it may not be easy to maintain a good reputation, it would be great to learn about 
the perceptions a community or stakeholders have about business. David and Chiciudean 
(2013), opine that organizations seek to use crisis communication as the main instrument 
to manage stakeholder perceptions and preserve or defend their reputation. According to 
Helm and Tolsdorf (2013), cited by Kim (2016:35), after a crisis, “stakeholders may not 
only have negative perceptions of the organization’s reputation, but also stop receiving 
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services and no longer support the organization.” According to Waeraas and Byrkjeflot 
(2012) the purpose of communication during a crisis is to influence the public’s perception 
of the organization and to maintain a positive image or restore a damaged image among 
stakeholders. Positive stakeholder perceptions are capable of building favourable 
reputations while negative relationships can build negative reputations. Stakeholders 
receive information about the organization through interactions with the organization, 
media reports, and information from second-hand sources such as word-of-mouth and 
social media (Thiessen & Ingenhoff, 2011). Lyon and Cameron (2004) argue that the 
information disseminated about an organisation is likely to influence people’s perceptions 
about an organisation. Perceptions of either a good or bad reputation may lead individuals 
to make unfounded attributions about other aspects of the organization.  
2.5.2 How organisations manage stakeholder relations 
There is a general view that organisations operate often underplay the effect of 
stakeholders’ views, until they trend in social media. Only then, they hastily attempt to 
contain the damage created, which might be late. Failure to act timeously, leads to what 
Heath and Millar (2004) term as a delicate moment when a crisis can harm stakeholders 
and damage the organisation’s relationship with the community. According to Diers-
Lawson (2020) a strong relationship between an organisation and its stakeholders can 
always mitigate and circumvent crisis. For Stephens et al. (2005) the nature of the 
relationship between the stakeholder and the organization is important as it shapes how 
organizations manage and respond to stakeholder pressures. It is in this context, that 
Nemeroff’s (2005:10) observations that “Protests echoed dysfunctional relationships 
between citizens and government” remain insightful. It is a good strategy to involve those 
with thorough knowledge about the local community in planning for future disaster 
management. Marais et al. (2008:63) highlights that “the lack of compliant management 
system and the inability to create open communication channels and thus, the inability to 
listen were probably the main factors that triggered the protests”. RSA (2006:3) cited from 
Ngcamu (2014) posit that an unresponsive system by the local government where there 
is ineffective communication between the councillors, officials and community members 
prevents good service delivery. Formal communication channels and stakeholder 
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involvement are believed to be important for ensuring efficient and responsive 
governance (Ndevu, 2019).  
Municipalities should play an important role in promoting democracy and ensuring 
community participation in decisions that affect the community as a whole. Mpehle’s 
(2012) study reveals that communities throughout South Africa, are not involved in 
decisions concerning the community and that creates a communication gap between the 
municipality and the residents. Nzimakwe and Reddy (2008) argue that municipalities 
have to make sure that community involvement forms part of the domestic engagement 
and citizenship which is important to the principle of good local governance. This research 
sought to determine from residents how the Bushbuckridge Local Municipality has 
responded to their demands during previous protests. According to Harrison, Bosse and 
Phillips (2010:58), “A firm that manages for stakeholders allocates more resources to 
satisfying the needs and demands of its legitimate stakeholders than what is necessary 
to simply retain their wilful participation in the productive activities of the firm”. To make 
matters easier, it may be important for the Bushbuckridge Local Municipality to find ways 
to guarantee residents that their views matter and that the organisation seeks for ways to 
resolve specific service delivery issues. It is critical that organizations continue to respond 
to community challenges timeously to enhance social relations and service delivery as 
expressed through government mandates.  
2.5.3 Reputation management between the Municipality and its 
 Community 
Good relationships are influenced by good reputation between the involved parties. 
Reputation represents stakeholder perceptions of how an organization has behaved 
across its functional domains, in particular, how well it treats its stakeholders (Coombs, 
2007).  An image is established and built through the relationships, contact and interaction 
between stakeholders, (Dowling, 2002). Coombs (2012:19) stated that “effective 
reputation management has the potential to greatly reduce the amount of damage the 
organisation receives as a result of crisis, and may even prevent an incident from ever 
developing into a crisis”. Ineffective communication combined with a poor reputation may 
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probably result in protests and the resources of the communities being damaged or 
destroyed. 
Organizations use crisis communication strategies to protect their reputation (Coombs & 
Holladay, 2002). Horak (2006) reports that reputation and key relationships will be 
damaged if effective crisis communication is not put in place in all three phases: before, 
during and after. Horak (2006) states that it is important for local governments to closely 
work with its community in a supportive relationship to prevent crisis. In addition, the 
South African political dispensation emphasizes a two-way interaction between 
government and its public with the intention to improve government service delivery to 
the communities. When no relationships are developed with the community, the 
functionality of the local government could result in negative perceptions during crisis. 
Given the fact that many local municipalities experience on-going strikes, this may likely 
damage the reputation of the organisations in terms of service delivery. According to 
Jaques (2010) an organisation may misjudge a disaster until it threatens the image of the 
company. In most cases, organisations take notice of disaster when it is on the level of 
destroying the image of the company. Cooley and Cooley (2011:203) report that public 
relations play an important role in crisis management. Moreover, they state that public 
relations “provide information, define an event, places crisis in a context and conveys an 
organization’s position to various publics”. Public relations assist in managing the 
company’s reputation and reduce disaster.  
In a study conducted by Watson and Kitchen (2008), research shows that “reputation is 
seen as a key component of an organisation’s provenance alongside the corporate world 
and including financial performance and innovation”. However, Murray and White 
(2004:10) state that “it is the role of public relations to make sure that the organisation is 
getting credit for the good it does”. Great reputations are built on doing this consistently 
over a period of time in which a track record of delivering on promises and engendering 
trust is evident to everyone (Watson & Kitchen, 2008). Regardless of whether a crisis is 
unforeseen, it is still important to plan for in the crisis communication plan.  Joosub (2006) 
argues that a company should have integrity in the eyes of its shareholders and should 
not intentionally let shareholders down, nor mislead them. Organisations need to adhere 
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to organisational ethics in order to maintain a good relationship with all stakeholders. A 
good organisation is one that is people-oriented and always aims to deliver a world-class 
service. With the Bushbuckridge Local Municipality often failing to honour its promises to 
the community, including the ability to deliver good services has negative effects on the 
stakeholder relations with the municipality. Such an approach casts doubt on the efficacy 
management of the municipality. According to coombs (2007), reputational threat could 
inflict on an organization if no action is taken to respond to it. Coombs (2007) further 
states that some of the things that place an organisation’s reputation under threat is the 
history of crisis. The local municipality seems to be facing the same problem repeatedly. 
The community has been complaining about poor service delivery for a while now. They 
demanded to be transferred to the government of Mpumalanga as they were far from the 
city of Polokwane and closer to the municipality of Ehlanzeni in Mbombela. The advocacy 
for transfer from the Limpopo Province to the Mpumalanga Province was perceived as a 
plausible relief to their struggles and hope for the provision of better services. However, 
the community is still experiencing poor service delivery as they did under the 
administration of the Limpopo Province and these crises reflect negatively on the 
organisation as a whole.  
Although there may have been a few contributions to research with regards to the 
Bushbuckridge Local Municipality and its provision of services, it is worth noting that most 
of these research studies are based on service delivery looking at specifically the issues 
of water and electricity to name a few. There is a limitation of documented research that 
covers how the organisations communicate before, during and after crisis. Therefore, this 
study could contribute new knowledge on the best communication strategies during 
service delivery crisis. Moreover, the stakeholders’ perceptions may help organisations 
to improve their strategies on organizational public relations and service delivery in 
general.  
The ever changing work environment presents organizations with many challenges that 
have the potential to impact on how the organization relates to stakeholders. To ensure 
keep abreast with these organizational changes, organizations need to refine how they 
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operate, especially the enhancement of communication strategies to protect 
organizational image, reputation and stakeholder relations. 
2.6 Theoretical Framework  
Communication theories describe, explain, and predict social phenomena through 
communication, mostly either as a cause or function (Pavitt, 2010). Situational Crisis 
Communication Theory (SCCT) applies both the attribution and apologia theory based 
ideas to a wider range of crises. It is the application of these theories in a work 
environment that has the potential to change and transform organizational obligations 
and practices to circumvent service delivery crisis. 
2.6.1 Situational Crisis Communication Theory (SCCT) 
The theoretical framework of SCCT offers a basis from which to understand and 
investigate the field of crisis communication and its effect on organizational reputation. 
This theory, developed by Coombs, provides a theoretical base from which to select a 
crisis response strategy that is appropriate to the crisis. It begins with the crisis manager 
examining the crisis situation in order to assess the level of the reputational threat of a 
crisis (Coombs 2007).This theoretical framework was used to help understand how crisis 
affects communication and thus providing insight into the subject the researcher intended 
to study, by analysing the communication between the local government and its public. 
SCCT holds that communication affects people's perceptions in a crisis. 
According to Coombs (2007) the SCCT perceives that crises are a result of negative 
events that stakeholders undertake to bring forward accountability. Furthermore, the 
author believes that those responsible for managing crisis can utilize a diverse range of 
crisis strategies (as listed under the crisis response strategies section). Although crisis 
communication strategies may seem similar to the crisis response strategies, Coombs 
(2016) posits that crisis response strategies are purposeful actions taken to reduce the 
negative effects of a crisis for stakeholders affected by the crisis and for the organization 
in crisis.  Not only community members are victims in crisis situations, the organisation 
could be victimized due to unforeseen circumstances. Coombs (2006) states that a 
company could be a victim of any form of crisis, therefore, it should plan how best to 
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manage crisis situations when need arises. Putting plans in place could relieve a crisis 
event by making appropriate decisions that do not escalate the crisis. These types of 
models were developed to assist with events such as disaster. Cheng (2018) argues that 
a few organisations can successfully avoid all unpredictable crises and the damage they 
have caused, if they change their approaches and adopt effective communication 
strategies. Similarly, the Bushbuckridge Local Municipality will continue to struggle and 
experience service delivery protests, unless it adopts a good crisis communication 
strategy.  
Situational crisis communication theory is the most in-depth way to deal and prepare for 
crisis. According to Brown-Devlin (2018) the SCCT views people engagement in crisis 
communication strategies as an effective way to reduce and avoid reputational damage. 
This theory is designed to determine which reputational strategies are best for improving 
the perceptions of an audience about a specific organisation. However, the theory argues 
that crisis managers choose appropriate reputational strategies according to the 
reputational threat (Brown-Devlin, 2018). Coombs (2006) recommends that organisations 
consider the level of credibility they have with their stakeholders and the reputation prior 
to the offending action. Recurring crisis events may lead to stakeholders questioning the 
capabilities of an organisation. 
Kelly (2014) suggests that an organization can benefit from the SCCT by choosing the 
response strategy that will protect and repair its reputation in a crisis, including an 
understanding of the legitimacy premium on organizational actions and decision making.  
Coombs (2006) combines corporate apologia, corporate impression management and 
image restoration as the three key conceptual influences in constructing strategies for 
responding to crises. The SCCT identifies response strategies that organizations can 
practice to handle a crisis. It is grounded on who was liable for causing the crisis as well 
as how noteworthy the threat is to the business's reputation 
2.6.2 Stakeholder Theory 
Stakeholder theory looks at relationships formed within a specific organisation and how 
they influence most issues. Freeman et al. (2010) perceives stakeholder theory to be a 
narrative to understand and remedy problems an organisation faces. Moreover, the 
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authors suggest the theory proposes that if we adopt as a unit of analysis the relationships 
between a business and the groups and individuals who can affect or are affected by it 
then we have a better chance to deal effectively with all problems. Freeman’s (1984) 
Stakeholder theory is primarily concerned with how groups and individuals affect an 
organization and the managerial behaviour taken in response to those groups and 
individuals (Frooman, 1999). The theory does not only explain the relationship between 
the organisation itself and the public, but also the relationship between the behaviour of 
a firm and the environment, which provides the basis for stakeholder theory. This theory 
suggests that “managing for stakeholders” includes attending to the interests and well-
being of these stakeholders (Harrison, Bosse & Phillips, 2010). The other stakeholder 
groups inferred by the theory include communities, special interest or environmental 
groups, the media, or even society as a whole.  Different relations may help influence the 
way the BLM communicates with its public and forms good relationships with the 
community for adequate service delivery. This theory has assisted the researcher in 
establishing a deeper understanding of how the community experiences the approach 
employed by the municipality in addressing local community problems. The figure below 
shows what stakeholders are normally affected by an organisation. 
 
 
Figure 3: Stakeholder Theory relationships by Stanford University 
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In this theory, Freeman (1984) argues that the relevant stakeholders will contribute to an 
organisation’s mission or goal. Stephens et al. (2005) suggest that to effectively describe 
the behaviour of organizations, the nature of the relationship between a company and its 
stakeholders must adequately be taken into consideration. Those who affect an 
organisation indirectly and directly are able to help move an organisation forward. 
Municipalities fail to involve residents’ participation in the management of communal 
affairs and activities. Community members know how they want to be managed, without 
the municipality involving them to participate; their demands are most likely not to be 
achieved. According to Freeman, Harrison, Wicks, Parmar and de Colle (2010:5), 
“stakeholder theory  suggests that if we adopt as a unit of analysing the relationships 
between a business, groups and individuals who can affect or are affected by it then we 
have a better chance to deal effectively with all problems”. An important move would be 
to bring community members on board in order to resolve community disaster. This theory 
will help provide an understanding of the organisation-public relationships in the 
community of the Bushbuckridge, including how it affects the communication between all 
stakeholders, as well as the provision of services. 
2.6.3 Corporate Apologia 
In general, corporate apologia is a communicative effort used to protect the corporation 
against reputation attacks. Ware and Linkugel’s (1973) apologia is a theory of crisis 
communication that examines how people or organizations used communication to 
defend their character or reputation from public attacks. Apologia involves the 
examination of defensive communication used to manage reputations in troubled times.  
This theory is fit for crisis communication as a crisis threatens the organisation’s 
reputation, thus calling forth a defence (Coombs et al., 2010). In addition, corporate 
apologia was expanded to include any crisis response strategies considered to protect 
an organisation after a crisis, not just those communicative strategies found in traditional 
corporate apologia.  
The apologia theory serves to observe the rightfulness of a crisis occurring in a 
community, and therefore provides explanations according to the nature of the crisis. 
Corporate apologia is a reaction to social legitimacy crisis (Hearit, 1995:3). Hearit 
32 | P a g e  
 
(2001:502) explains that the theory as a competitive counter-description attempts to 
cause crisis against the opponent. It is a defensive form of speech, as it focuses on how 
the institutions in crisis react to criticisms while defending their elaborate images in coping 
with the problem (Hearit & Brown, 2004:460). Aydin et al. (2018) argue that this theory 
does not necessarily apologize for a crisis event, however uses the denial strategy to 
rebut accusations and counterattack the person holding the organisation at fault. During 
a crisis, it is probably vital to determine the reaction strategies against crisis and to take 
action immediately. 
2.6.4 Attribution Theory 
Stakeholders will make attributions about the cause of a crisis. The attributes they have 
about an organisation and a crisis may destroy the trust they have for the organisation. 
Attribution theory was developed within social psychology in response to questions of 
social perceptions (Kelley, 1972). Fritz Heider’s (1958) attribution theory developed in 
1958 holds that stakeholders search for the cause of negative, unexpected events and 
assign responsibility for negative, unexpected events based on dimensions of locus, 
stability, and controllability (Weiner, 1985). According to Coombs (2007:136), “It is logical 
to connect crises and Attribution Theory. Stakeholders will make attributions about the 
cause of a crisis and they will assess crisis responsibility”. It deals with the way individuals 
make sense of events that occur around them; especially negative ones (Coombs, 2010). 
It is worth providing stakeholders with explanations to reduce uncertainties in 
stakeholders. People may want reasons as to why something is happening. 
The theory assumes that people generally have a need to control events which happen 
in their environment and use it to make future predictions about their social reality 
(Schwarz, 2008). The attributions stakeholders make about crisis responsibility have 
affective and behavioural consequences for an organization (McDonald & Hartel, 2000). 
Attribution Theory posits that people look for the causes of events, especially unexpected 
and negative events (Coombs, 2007). Bradford and Garrett (1995) posit that this theory 
was developed to provide guidance upon what crisis response to select during a crisis 
event. The theory is fitting as the root for SCCT because negative events fuel this need 
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even more, in the search for causes to the occurrence. Furthermore, if organisation is 
held liable for a crisis event, the reputation of the organisation will suffer. 
All three theories recognize that crises have both unexpected and negative traits. The 
attributions of blame for the crisis may affect the behaviours of stakeholders. These 
theories have enabled the researcher to attach meaning to research questions. There are 
similarities between all of the above outlined theories, for instance, they may assist an 
organisation deal with a crisis, while managing that crisis, including taking note of the 
stakeholders’ perceptions. Moreover, these theories argue that people should assess the 
situation first before selecting a crisis response strategy. 
2.7 Summary 
This chapter shows that when crisis communication is well-managed; organisation may 
be able to address crisis. A detailed review of literature of the study, demonstrated that 
there is paucity of studies and case studies on communication strategies used by local 
government structures during crisis. The following chapter focuses on the research 
methodology that was implemented during the data collection and analysis process. In 
addition to the research methodology, the ethical considerations that were implemented 
for guidance are discussed. 





This section looks at the research methods and procedures the researcher employed 
while conducting this research study, including adherence to   the prescribed ethical 
practices. Goundar (2013) describes a research methodology to be a systematic way to 
solve a problem. Furthermore, the author provides a description of all actions and 
methodological approaches, techniques and procedures used to investigate and analyse 
the data about the study.  
3.2 Research Approach 
A qualitative research approach was adopted to gather detailed information about the 
study. Klenke et al. (2016:6), state that “a qualitative research is a process of naturalistic 
inquiry that seeks in-depth understanding of social phenomena within their natural setting 
or context”. A qualitative research process includes producing questions and measures, 
data collected in the respondents’ setting, data analysis that is built from raw data into 
general themes, and the researcher producing explanations of the meaning of the data. 
Creswell (2014) describes qualitative approach as a way of exploring and understanding 
the meaning individuals ascribe to social or interpersonal circumstances. In general, a 
qualitative research involves an in-depth research of a specific topic where subjects are 
being studied through interaction. According to Horak (2006), a qualitative research 
attempts to capture reality as witnessed and experienced by participants. This study 
focused on how the Bushbuckridge Local Municipality conducts a crisis communication, 
using semi-structured and unstructured questions.  
A qualitative research has enabled the researcher to gather detailed accounts of 
community members’ experiences with regards to this research study. Welman, Kruger 
and Mitchel (2005:8) state that qualitative research intends to understand the views and 
opinions of participants. Qualitative research is interested in finding answers for research 
problems about why, how, what of the phenomenon, thus providing insights into the 
participants’ perspectives, beliefs, behaviours and understanding of their contexts.  
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3.2.1 Research Design 
A case study research design was used to investigate the crisis communication strategies 
used by the BLM in response to crises in the local community. Starman (2013) defines a 
case study as a term that describes the study of an individual, group or phenomenon. 
This study focused on the small group of community members affected within the 
Bushbuckridge Local Municipality, including municipality officials serving the place.  
According to Crowe et al. (2011), a case study design focuses on a small geographical 
area. There is limited literature based on this research study to allow for deeper 
exploration and analysis by the researcher. The research design further summarizes all 
the procedures and steps taken to gather information that is relevant to this study. 
According to Igwenagu (2016) a case study involves an effort to describe relationships 
which exist in reality. This part of the research study has to be planned properly to avoid 
errors that might compromise integrity of the findings  
A Case study is one of the best methods and fieldwork that can be used in the qualitative 
approach (Gorman & Clayton, 2005). It is against this backdrop, that this study adopted 
a qualitative approach.  
3.2.2 Population and Sample Size 
According to the BLM Integrated development planning (2017-22:9), “the Municipality 
covers the largest population size of 548 760 persons as per 2016 Community survey, 
which is 34% of the total population of the Ehlanzeni District Municipality and 14% of the 
Provincial population”.  
The sample was selected from the Bushbuckridge community members and the local 
municipality. According to Salaria (2012) sampling is good if the population and sample 
size is enough and appropriate. The study involved the participation of seventeen (17) 
respondents in total. It comprised of thirteen (13) community members (8 Males and 4 
Females), and four (4) BLM officials (3 Males and 1 Female). The population consists of 
residents of the Bushbuckridge Community.  Participants were approached based on their 
common characteristics in this research study. Information was gathered from individuals 
who would provide relevant information about past protests, services by the municipality 
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and solutions for future protests in the form of a crisis communication strategy from the 
Bushbuckridge Local Municipality and community.  
It is worth noting that qualitative research does not permit for generalisation of the 
research findings to the entire population. It is therefore, an intrinsic limitation of this study. 
Thematic areas identified merely provide perspective insights about how the participants 
have experienced services of the BLM.  
3.2.3 Sampling Method 
A snowball sampling technique was employed for selection of the relevant participants 
the study. According to Adler and Clark (2011) “Snowball sampling is a process whereby 
each participant leads to the selection of another participant”.  The researcher directly 
asked participants to suggest others who may be able to contribute to the study 
immediately after the interview. This approach minimizes chances of not finding and 
locating other participants (Naderifar, Goli & Ghaljaie; 2017). The participants had the 
experience and knowledge needed by the researcher (Babbie & Mouton, 2001) to locate 
relevant participants for the study. 
3.2.4 Data Collection 
Individual interviews were used to collect data from participants.  The interviews focused 
solely on the individuals’ lived experiences within the BLM. Participants were interviewed 
using semi structured and unstructured questions to collect information that is relevant to 
the research study. According to Kumar (2011) this type of method allows participants to 
freely converse during the interviews. In addition, De Vos et al. (2011) argued that in 
semi-structured interviews help the researcher to avoid asking irrelevant questions. Due 
to the COVID-19 pandemic and lockdown restrictions, face to face interviews were not 
conducted for safety reasons. Therefore, interviews were conducted using emails, 
WhatsApp and phone calls to ensure both the researcher and participants are safe. 
These interviews enabled  the researcher to produce  comprehensive and in-depth 
information about  the phenomena  and allowed the participants to freely express 
themselves and respond to questions without limitation Wahyuni (2012:73) states that 
where qualitative researchers are usually involved, there is a two-way communication 
37 | P a g e  
 
between researchers and the participants. This allowed participants the comfort and 
freedom to share their views without any inhibitions. Once the Consent forms seeking 
permission by the participants to participate in the study were dispatched and permission 
granted the interviews were conducted and audio recordings duly preserved (De Vos et 
al., 2002).  
3.2.5 Data Analysis 
Thematic analysis as defined by Braun and Clarke (2006) was used to analyse data 
collected from respondents. Braun and Clarke (2006) define thematic analysis as an 
analytic way used to organise and label themes occurring within the data, in order to 
define patterns of meaning across the data. According to Vaismoradi et al. (2013)   this 
process is descriptive in nature and aims to describe the pattern of the content underlying 
the textual material and artefacts. This method of analysis was used to understand and 
conclude the case study developed from this research. Securing complete information 
and well organized data about the participants, enables for easy analysis including 
formulation of dominant themes deciphered from the participants responses to ensure 
relevance to the study.  
3.2.5.1 Steps for doing thematic analysis 
Phase 1: Familiarisation 
This stage involved frequent reading and re-reading of the information in order to 
familiarise one’s self with the texts. The reason for doing this was to identify pieces of the 
data that are important for the study. The process of familiarisation can be done through 
assessing the means in which persons make sense of their experiences. In the process 
of reading and re-reading the data, the researcher isolated parts of the data into notes 
that summarized the participants’ responses to the questions.  
Phase 2: Generating initial codes 
At this point, codes are identified from the information collected by providing labels to the 
content of the data. These codes were in the form of the significances participants used 
to make sense of their knowledge and experiences and used these meanings to interpret 
them. Initial codes were generated to inform the research findings.  
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Phase 3: Searching for themes 
In this phase codes were changed into themes that can be used to provide answers to 
the research questions. Themes were established from the produced codes and as well 
as reviewed from the raw data. The researcher actively engaged with the data during this 
process to ensure that themes occur from the information itself. 
Phase 4: Reviewing potential themes 
During this stage, the researcher assessed the themes identified from the data to check 
if they are valid and relevant. This enhanced for easy identification of themes and 
justification of their relevance for the study.  
Phase 5: Defining and naming themes 
In defining themes, the researcher looked at the variances among the themes and defined 
the focus of each formulated theme to provide a meaningful narration of the data set. The 
broader categorical themes were broken down to develop relevant subthemes that report 
the discussion of findings. 
Phase 6: Producing the report 
The last stage of creating a report was to provide a detailed account of the analysis from 
the data. In this part themes were presented clearly and logically to provide a good 
demonstration of how each theme provide meaning to the data. The themes discussed 
were organised in a coherent and structural manner including highlighting the link 
between chapters.  
3.3 Ethical Considerations 
In considering ethics in this study, the researcher considered all the ethical requirement 
needed when conducting this research study. Degu and Yigzaw (2006:79) state  that 
before  researchers can carry out a research with human subjects, they will need to seek 
ethical approval from participants and those affected by the study (not necessarily the 
whole community, however it could be the Bushbuckridge Local Municipality itself and 
some of the residents the researcher intended to approach).  
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3.3.1 Ethical Clearance 
An ethical clearance gives the researcher a go-ahead to carry on conducting the research 
and collect data from an organization(s) that affect this research study. The researcher 
obtained an ethical clearance from the Departmental and Faculty Ethics Committees of 
the University of Johannesburg as an ethical requirement for permission to conduct the 
research study. An ethical clearance and approval from both parties allowed   the 
researcher to proceed with the research study and approached the BLM officials for 
interviews including the residents from the local community.  
3.3.2 Informed Consent  
The informed consent of those who participated in this study was obtained following their 
understanding of the purpose and procedures involved for this study. Fritz (2008) 
explained that informed consent meant that a person deliberately and voluntarily, and in 
a clear way gives their consent to the researcher. Furthermore, the author highlighted 
that informed consent is a major issue in conducting research. Researchers should 
receive permission from respondents to ensure ethics is considered. Moreover, Fritz 
(2008) explains that an informed consent is one of the means by which participants’ right 
to autonomy is protected and the researcher was permitted to use the information 
collected. The researcher obtained permission from participants to interview them and 
use the information for research purposes only. Also, participants were allowed to ask 
questions and obtain all required information before consenting.  
3.3.3 Anonymity and Confidentiality 
The researcher made sure not to use participants’ real names in the research study to 
maintain anonymity. No information obtained from participants was disclosed to any third 
party. The researcher also protected the participants’ anonymity by not linking their 
identities with personal responses. The researcher ensured that sources were not 
revealed as this could put the lives of participants in jeopardy and expose them to harm.  
The researcher ensured that all records and identified information remain private and 
confidential. Pseudonyms were used to protect participants’ privacy and anonymity.  
Ritchie and Lewis (2006) describe anonymity as protecting the true identity of those 
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participating in the research study. Furthermore, to anonymity Degu and Yigzaw (2006: 
81) caution that even though someone may have granted others limited access, they may 
have not given up control to any information obtained.  Confidentiality and anonymity are 
important as they help protect participants’ personal lives and identities.  
3.3.4 Avoidance of Harm 
In any study, it is important to plan and consider ways to deal with harmful situations 
during a research study. The researcher ensured that the purposes and procedures of 
this study did not harm the welfare and well-being of the public or participants by not 
disseminating sensitive information to the public. According to Ritchie and Lewis (2006), 
interviews can lead to participants being comfortable and divulge information willingly 
which can later cause harm for the researcher or participants. Political opinions and 
perceptions expressed in a research space have potential to expose the participants to 
danger if they was captured differs from the official narratives. Information gathered 
through research should be kept in safety where no one else can retrieve it, especially 
sensitive information only meant for the researcher’s study purposes.  
3.3.5 Voluntary Participation 
Participants were fully briefed about the procedures undertaken during the research study 
and allowed to volunteer on their own without coercion. Moreover, the researcher 
informed and explained to participants that they were allowed to withdraw from the 
interview or allowed to take a moment to think about whether they were comfortable being 
part of the project. Participation in a study should be voluntary (Babbie and Mouton, 
2001), to ensure voluntary participation, the researcher took into account that participants 
were legitimately and mentally capable to give their consent. 
3.3.6 Reflection 
As a member of the Bushbuckridge community, during the course of this study, the 
researcher assumed an objective role to avoid bias that may interfere with the data 
collection process. The researcher approached the data collection process with 
awareness that being a member of this community may lead subjectivity; thus this insight 
allowed for objectivity.  
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3.4 Trustworthiness 
The credibility of the study was ensured by critical review of the relevant literature and 
application of appropriate research methodological approaches and procedures that 
contributed to the relevance of the study. 
3.4.1  Credibility 
The credibility of the data and analysis thereof were maintained through accurate 
collection and collation of data from the participants’ audio recordings. Cope (2014) refers 
to credibility as the legitimacy of the data collected from the participants. This was ensured 
by strict adherence to research methodological regimes, and practices.  
3.4.2 Dependability 
Dependability, applicable to this study, allowed for the researcher to produce new 
information and build on the research problem. “As a quality measure, dependability is 
particularly relevant to ecological and conservation science applications that are in the 
early stages of testing findings in multiple contexts to increase the confidence in the 
evidence” (Adams et al. 2014:3). With regards to dependability Cope (2014), highlights 
that this refers to the reliability of research findings in other studies that are the same as 
this study. Recommendations were considered for future studies similar to this one.  
3.4.3 Confirmability 
In order to ensure confirmability, the researcher highlighted direct quotes from 
respondents to illustrate a developing theme. This refers to the researchers’ ability to 
demonstrate results that are clearly linked to the conclusions in a way that can be followed 
and, as a replicable process (Moon et al., 2016). Discussions and conclusions highlighted 
in this research were directly linked to the research findings. 
3.4.4 Transferability 
The author highlights that the findings of this study may (or may not) be applicable and 
relevant to other contexts. However, results in this study are considered to be transferable 
as individuals outside the study can relate to and infer the study findings to their own 
contexts. Since this study is focused on the municipality, other researchers and 
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municipalities from different communities may also benefit from the research findings. 
According to Moon et al. (2016:3), “transferability can be critical to the application of 
research findings as policy and management can rely on data, conclusions, and 
recommendations from a single or small number of research projects, often relying on 
evidence from a range of contexts that can be different to the one in which applications 
will be made”. Transferability in this study was achieved by ensuring the aims, objectives 
and findings of this study are beneficial and contribute towards strategic enhancement of 
the communication strategies by the BLM.  
3.5 Limitations of the Study 
The sample size of the study comprised seventeen participants. It is therefore, an intrinsic 
limitation of the study that the findings may not be generalized over time and space. The 
prevalence of COVID-19 pandemic and national lockdown restrictions also curtailed 
extensive review of relevant literature. It also gave rise to remote interviewing of all the 
participants.  
3.6 Conclusion 
This chapter discussed the research study plan that was adopted. It also outlined the 
relevant research methodological approach, techniques and procedures deployed to 
collect relevant data. It further discussed research ethical requirement observed to quality 
assure the credibility and relevance of the study findings. The next Chapter discusses the 
research findings.   
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CHAPTER FOUR 
RESEARCH FINDINGS AND DISCUSSION 
 
4.1 Introduction 
This Chapter of the study introduces the research findings and discussion of data 
obtained from the Bushbuckridge Local Municipality (BLM) participants about the 
communication strategies the municipality deploys during protests and other forms of 
social crises. As stated in Chapter 1, the research questions answered in conducting the 
study are highlighted below:  
1. What are the dominant perceptions by Bushbuckridge Residents towards 
how the Local Municipality communicates with them during crises?  
2. How does the Bushbuckridge Local Municipality communicate with its 
residents during crises?  
3. How should the Bushbuckridge Local Municipality communicate with its 
residents during crises?  
Thematic analysis method was used to analyse data collected from participants. Braun 
and Clarke (2012) describe this type of analysis as a way of identifying what is common 
to the way a topic is talked or written about, including making sense of salient topic 
commonalities. This analysis involves six phases, namely: familiarising yourself with the 
data; generating initial codes; searching for themes; reviewing potential themes; defining 
and naming themes; and producing the report (Braun & Clarke, 2012). With thematic 
analysis researchers can legitimately focus on analysing meaning across the entire 
dataset, or examine one particular aspect of a phenomenon in depth. Researchers can 
report the obvious or semantic meanings in the data, or interrogate the latent meanings, 
the assumptions and ideas that lie behind what is explicitly stated (Braun & Clarke, 2006).  
Neuendorf (2017:212) states that “thematic analysis assumes that the recorded 
messages themselves (i.e., the texts) are the data, and codes are developed by the 
investigator during close examination of the texts as salient themes emerge inductively 
from the texts”. While the researcher may start the thematic analysis process with a set 
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of a priori codes, the epistemological roots of the procedure order that these codes need 
to be flexible, able to be altered as the analysis progresses (Neuendorf, 2017).  
According to Guest et al. (2012:50), “patterns and themes are noted by the researcher 
from the coded texts”. Furthermore, from this the researcher may construct a codebook; 
as well as a structured compendium of codes that includes a description of how codes 
interrelate. The conclusion of the thematic analysis is the identification of a saturated set 
of themes (i.e., no additional themes are found from additional data). Creswell and 
Creswell (2018) suggest that thematic analysis involves various steps, namely: preparing 
your data; Code the image by tagging areas of the image and assigning code labels; 
compiling all the codes on a separate sheet; reviewing the codes; group codes into 
common themes; and write the narrative for each theme. In addition, there are many 
patterns that can be identified across any dataset and the purpose of analysis is to identify 
only relevant sets that answer a particular research question. This type of analysis 
produces answers to research questions, even if, as in some qualitative research, the 
specific question that is being answered only becomes apparent through the analysis. 
Data analysis was categorized into phrases, for instance,  in Phase 1: Transcription, the 
researcher transcribed the recorded data and read it to familiarize herself with the data; 
Phase 2: Generating codes, the researcher grouped information according to similarities 
and differences, during this phase codes were recorded and grouped accordingly; Phase 
3: Searching for themes: the researcher rechecked the codes for potential themes; Phase 
4: Reviewing themes, the researcher checked the quality of the themes, to see if the 
themes were doable; Phase 5: Defining and naming themes, the researcher broke down 
broad themes to develop subthemes that informed the discussion of the research 
findings; and lastly, Phase 6: Producing the report, the researcher presented themes in a 
logical manner which allowed for conclusions to be drawn from the current study.  
Four (4) themes that emerged during the analytic process were as follows:  
 Inadequate communication,  
 Limited communication strategies, 
 Lack of community engagement and,  
 Non-interactive mode of communication.  
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In addition to identifying the main themes, data analysis also allowed for creation of sub 
themes. Direct quotes from participants’ responses during the interview have been 
provided to support the emerging themes; these themes are linked to previously 
documented research findings to highlight similarities and differences in participants’ 
views as well as experiences. As explained in chapter three, data was collected by 
interviewing seventeen participants. The table provided below demonstrates the 
demographical information of the participants for this study. For confidentiality and privacy 
purposes, the table below presents the demographical information (gender and position) 
of the participants for this study:  
Table 1: Participants demographic information 
Participants Gender Position 
Participant 1 Male  Community Member 
Participant 2 Female Community Member 
Participant 3 Female BLM Representative 
Participant 4 Male Community Member 
Participant 5 Male Community Member 
Participant 6 Male BLM Representative 
Participant 7 Male  Community Member 
Participant 8 Female  Community Member 
Participant 9 Female Community Member 
Participant 10 Male Community Member 
Participant 11 Male Community Member 
Participant 12 Male  Community Member 
Participant 13 Female Community Member 
Participant 14 Male BLM Representative 
Participant 15 Female Community Member 
Participant 16 Male Community Member 
Participant 17 Male  BLM Representative 
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4.2 Theme 1: Inadequate communication 
As inadequate communication emerged as the main theme, the following sub-themes 
were identified: Ineffective communication channels, protests as communication and 
inadequate information dissemination. The Table 2 below highlights the connection 
between the research question, the main theme and sub-themes. 
 
Research Question 
What are the dominant perceptions by Bushbuckridge Residents towards how the Local 






Protests as communication  Inadequate information 
dissemination 
Table 2: Development of theme 1 in relation to the research question  
 
The research findings show that some of the members of the BLM identified poor 
communication as one of the contributing factors to the service delivery protest as 
evidenced by the statement below:  
 
I feel the communication by the municipality is not 
enough, not everyone attends the mass meetings, they 
must use social media and create more social network 
services for the community members, send information 
and updates using these platforms since they are unable 
to initiate meeting and rather wait for a strike before they 
can attend to us, Participant 8, female, Community 
member. 
I don’t remember the municipality communicating with 
us before a strike. If they do, they come and give us 
empty promises and timelines they never meet and then 
we move to the next step, which is to strike and the 
municipality will then send the Mayor after that to come 
and talk to us, Participant 7, male, Community member. 
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The communication by the BLM with its residents is one of the themes that emerged from 
the data generated by interviewees. All the participants conceded that communication 
was found to be insufficient. The finding that the BLM poorly communicates with members 
of the community confirms Horak’s (2006) notion that local government officials need to 
improve communication strategies to enhance interaction and service delivery. In addition 
to Horak’s articulations about communication, Baloyi and Lubinga (2017) further suggest 
regular feedback with communities about their concerns and grievances raised during 
‘imbizo’ promotes participatory involvement in the affairs of the community. Furthermore, 
Nwogwugwu (2018) suggests that communicating before, during, and after crisis may 
create sympathy to the organization and further allow stakeholders to support the 
organization through the crisis.  
Participants in the current study strongly expressed that communication was needed to 
determine the needs all residents within the community. However, some of the 
participants reported that although they have been protesting about how the municipality 
communicates with them, it has not brought meaningful changes in the ways the 
municipality delivers services. Communication channels are still poor irrespective of 
mounting protest actions. The municipality still fails to communicate with them before a 
strike and even after a memo of notification about the legal strike. The majority of the 
community members reported that the local government has never delivered a service 
before a crisis and only does so because of protests.  
4.2.1 Sub-theme 1: Ineffective communication channels 
The Bushbuckridge Local Municipality participants indicated the municipality only 
communicates with the public when they want to notify them about communal matters 
instead of engaging them on a wider range of community issues. The implications of poor 
or lack of effective communication is captured below by one of the participants:   
We’ve only dealt with the police during a strike, I think 
they are scared because during a strike it’s dangerous, 
they won’t come and try to talk to us. After the strike they 
communicate with the community leaders, then us and 
then we reach an agreement and then they deliver. 
Participant 15, female, Community member. 
48 | P a g e  
 
Participants from the BLM reported that the communication channels provided are there 
to accommodate different community members. Here is what BLM representatives had 
to say: 
The communication platforms are the two local radio stations, social 
media, ward community meetings, and local newspapers. The 
municipality also use mayoral imbizos to communicate and take 
stock of the challenges faced by the community. The municipality 
has open door policy which allows community members to engage 
the Executive Mayor on any matter pertaining to service delivery 
through appointments via the Mayor‘s office. Communication with 
the local community. We also have a Facebook page, our website 
with all the contact details, newsletters. Alternatively, people can go 
to their nearest regional municipalities and log complaints, the 
regional managers will try to resolve the problems or escalate the 
matters to the BLM for assistance, Participant 14, male, BLM 
representative. 
 
Concerns are recorded and presented to the complaints 
management committee meeting which sits monthly. The 
committee will then escalate them to the relevant directorates for 
resolution and most of the directorates don’t attend to the concerns 
raised by the community. This often results in unnecessary service 
delivery protests. Some of the concerns are about national and 
provincial departments and they also escalated to them; they hardly 
attend to them as well, Participant 3, female, BLM representative. 
 
Our municipality has many tools which can be used to communicate 
with the community members. For example: from the newsletters, 
BLM website, community communiques found in the various 
regional offices. But I believe the most effective way is through our 
local radio stations and community meetings and the other 
 methods I stated are good but nothing beats and old fashioned 
community meeting were the community members are also able to 
interact with the officials and ask questions for further clarity, 
Participant 17, male, BLM representative. 
 
The main causes of service delivery within the municipal area of 
jurisdiction are ineffective communication and poor service 
delivery. The municipality hardly communicates service delivery 
developments and programmes and the community think money is 
been looted while they have no access to basic amenities such as 
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water and sanitation, accessible routes and refuse removal to 
mention just three services, Participant 6, male, BLM 
representative. 
 
Based on the information received from participants, it was observed that the 
Bushbuckridge local government does not communicate with the residents prior to a 
crisis. They reported that complaints are seen to before a strike and that the municipality 
doesn’t come to negotiate. Although, the municipality has tried to negotiate in the past, 
they have only made false promises it could not deliver on agreed timelines. The need 
for effective communication channels to be in place as identified by both members of the 
community and BLM representatives resonates with views by Vivier et al. (2015) on  
effective communication interface between government and citizens as a viable approach 
to strengthen  government responsiveness and deepen citizen engagement.  
The participants prefer to participate in a face-to-face communication approach as 
evidenced by the interviews. The importance of face-to-face interactions was 
recommended by Baloyi and Lubinga (2017) citing the ‘Imbizo’ as a crucial strategy to 
enhance communication. Furthermore, “the ‘Imbizo’ is regarded by government as a ‘style 
of interactive governance and communication [that] should promote dialogue between 
government and people without mediation” (Government Communicators’ Handbook, 
2014:57).  
Communication and information can take place in the available communication platforms. 
The findings from the BLM representatives showed that the municipality has a variety of 
communication methods used to communicate with the public and believe it is accessible 
to the whole community. Regardless of the different communication channels highlighted 
by the BLM representatives, the majority of the community participants expressed that 
the communication channels available were still not making any difference in the 
community. They stated that the communication channels were supposed to ease 
communication with members of the community about service delivery. Additionally, the 
community participants expressed   dissatisfaction about the type of communication 
channels used by the municipality because they fail to provide effective feedback 
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compared to the Imbizo communication channels, which allowed for interaction with the 
BLM officials in a face-to-face environment.  
Evidence gleaned from the findings of the study also confirmed that the face-to-face 
communication platform could be fruitful for both parties, as it allowed exchange ideas 
and minimization of misunderstandings. Below are summaries of the participants’ views:  
The BLM has different regional offices which are supposed to 
handle issues experienced by a specific region within the 
Bushbuckridge community, however, the regional office is always 
unavailable to assist and people have to escalate matters to the 
BLM head office and when you get the Bushbuckridge office you 
are being told to follow the proper communication channels and 
submit complaints to the regional office. Then this leads to 
protests”, Participant 8, female, Community member. 
 
The regional offices are unable to communicate with the community 
members, which why the person that addresses us is the Mayor. 
The councillors fail to attend to matters before they escalate into 
protests. This leads to the community to take complaints directly to 
the BLM”, Participant 9, female, Community member. 
 
The municipality normally uses loud speakers for announcements 
within the comments. The problem is that, the announcements don’t 
reach too many people, because they don’t drive past all the 
sections of the community to announce about meetings or any 
information they want to deliver in the community. Which is why 
only a few people attend ward meetings”, Participant 12, male, 
Community member. 
 
Some of the communication channels used by the BLM are 
effective, however, most of them are not. For example, they never 
respond to complaints in Facebook, they’ll just post things and 
never attend to the comments made by the public”, Participant 1, 
male, Community member. 
 
Based on the experiences expressed by community participants, it is clear that the 
communication channels used by the BLM are ineffective. Lack of response to social 
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media or other available channels, has led to the community experiencing the municipality 
negatively.  
4.2.2 Sub-theme 2: Protests as effective communication  
The findings from the current study show that during a crisis the BLM does not attempt to 
communicate with the community to encourage discussions about the service delivery 
issues. The fact that the municipality only takes action after a protest showed that protests 
were effective in communicating community grievances to the local government as 
captured in the following quotes: 
Complaints lodged by the local are not taken into consideration, for 
instance when a community report to the municipality about water 
challenges in the villages; the municipality does not respond and 
address the complaint. This results in unnecessary service delivery 
protests” Participant 14, male, employee of the BLM. 
 
The protest is the only language that is understood by the 
municipality because when we communicate with them we don’t get 
replies or they don’t want to have meetings with us. Protesting 
allows for us to be heard and this allows for media attention which 
then leads the local government to act swiftly and attend to 
community requests”, Participant 4, male, Community member. 
 
Although some may view these protests as a bit extreme, but they 
are an effective method of getting our point or message across to 
those in power in our local government. Throughout the years 
protests have served as powerful tool for our community in fact I 
believe for any community to get those in power to actually stand 
up and notice the frustrations of communities”, Participant 3, 
female, BLM representative. 
 
Protests are legal in SA, as long as they are peaceful. So, I think if 
the community feels like protesting is the right communication 
medium for them then they should protest”, Participant 2, female 
community member. 
 
Protests help fast-track the process of service deliveries. The 
municipality has never delivered services before a community 
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protest, the members have to strike before service delivery”, 
Participant 7, male, Community member. 
 
The municipality does not communicate with us before the strikes, 
during the strike they send the police to scare those involved in the 
strike. The only time the municipality comes to address us, is when 
the strike has occurred and protesters have been arrested”, 
Participant 5, male, Community member. 
 
They communicate through shooting the community with rubber 
bullets through police or private securities. The officials do not come 
to be community to address us on issues that are being raised by 
the community and most on the municipality employees stay in the 
suburbs and so they hardly come in the locations and talk with the 
community. Only Newspaper journalists come to report about the 
issues, but the officials do not come. So we hardly get 
communication from the municipality, Participant 9, female, 
Community member. 
During a service delivery protest, individuals are only met with rubber bullets and teargas. 
Participants reported that only police show up during a protest, to try and maintain the 
situation. They know the municipality is scared to approach them during a strike, because 
by then people are angry and frustrated because of the poor service delivery. In addition, 
the findings show that before, during and after a protest; members of the community now 
believe that protests are the only communication the local government understands. This 
findings of this study are similar to Chiwarawara’s (2014) findings that while networks help 
in communicating service delivery problems among protestors and in mobilizing, protests 
that ensue are a means of communicating anger at the municipal authorities’ actions and 
or inactions. In addition to Chiwarawara’s findings, Mamokhere (2019) found that another 
reason why people protest is that they believe that protests receive a better response 
from responsible authorities than any other means of engagement. Furthermore, 
Alexander (2010:25) argued that there is a belief that grievances or complaints expressed 
in the form of violent protest action stood a better chance to be addressed under Zuma's 
administration. These findings from the above authors support the findings of this study 
as participants reported that the municipality had failed to assist prior to the protests. 
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Additionally, they perceived that, the only way to receive the required services is through 
a strike.  
In responding to their experiences of protests as a way to communicate frustrations to the 
government, the majority of the participants stated that protests were the only language 
the municipality understood and was the only effective way to get the attention of the 
Bushbuckridge municipality. From the views obtained from participants, it is evident that 
the municipality waits for risks to escalate into crisis before taking action. Participants 
viewed the protests as an effective strategy to get the municipality to act accordingly and 
provide the services the community needed. 
Although, the majority of the participants perceived that a protest was the proper way to 
get the municipality to listen, the minority of the participants argued that these protests 
were influenced by personal benefits of the protest leaders, for instance:  
I believe these protests are sometimes influenced by protest 
leaders with hidden agendas and those who’ve been paid to strike 
and cause disruptions within the community so that those 
representing the community look bad and be removed from leading 
the communities. Protest leaders are about the money, they 
influence these strikes for their own personal gains”, Participant 2, 
female, Community member.  
Consequently, the BLM made claims that during a crisis they make attempts to 
communicate with the police but do not go to the location where the protests are taking 
place. They make use of the media as per their statements: 
to communicate with the community during a crisis, the municipality 
makes use local radio stations namely Radio Bushbuckridge and 
RFM and with them with National Radio stations which have huge 
listeners such as Ligwagwala FM, Thobela FM, Capricorn FM and 
Munghana Lonene FM. Local Newspapers such as Bushbuckridge 
News, BBR Guardian, Mkhuhlu News, the Youth Voice and other 
online local papers are also utilized to communicate with the local 
community during a crisis.  The municipal website and social media 
platforms are also used as well as SABC TV, ENCA and Newsroom 
Africa. The municipality use the above mentioned platforms to 
provide weekly update to community members about the crisis”, 
Participant 14, male, BLM representative. 
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The explanation given by the BLM representative contradicts the views of the community 
members as evidenced by their experience that the municipality often responds 
aggressively by involving law enforcements. Thus, the community views the BLM as 
failing to communicate and liaise with the community. 
4.2.3 Sub-theme 3: Inadequate information dissemination 
In the context of this study and in light of the participants’ views, it was found that 
information is not disseminated accordingly. This is evident from the excerpts below: 
Through the ward councillors and protest leaders. Then they call a 
community meeting and talk to us on behalf of the municipality, so 
we can reach an agreement”, Participant 15, female, community 
member. 
After a strike, we receive notices from the municipality wanting to 
meet with us to resolve the issues we were striking for, either 
through our community leaders, posters or they go around the 
community making announcements. After this meeting, things start 
happening, we receive water projects, and then another protests 
starts due to the selection process that was used to hire people to 
work in his project and due to the shortage of funds for this project, 
because people suspect the municipality has squandered the funds 
that were meant for the services”, Participant 5, male, community 
member. 
We  use the same communication platforms used during the crisis 
to communicate with the community such as SABC TV and Radio 
Stations, local radio stations and local newspapers, municipal 
website and social media platforms twitter and Facebook”, 
Participant 14, male, BLM representative. 
The municipality does not communicate about community projects 
and the job opportunities present. Nonetheless, they only tell this to 
the family members and friends”, Participant 13, female, 
Community member. 
They don’t share all the necessary information about community 
matters. Also, we don’t understand the selection process they use 
for the job opportunities presented by these projects and we don’t 
get informed about the timeliness of these projects, we just see 
people working on projects but no job advertisements were posted”, 
Participant 6, male, Community member. 
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It’s really because our municipality does not do enough to inform its 
communities about the services which they are entitled to on a 
frequent basis. There are services which I have noticed myself 
members are not aware of for example indigent services where 
actually a household of a combined income of less than R3500 are 
entitled to a certain amount of free electricity they just need to 
complete an indigent form found in the municipality. So our 
municipality needs to improve on its communication strategy with 
its communities” Participant 10, male, Community member. 
The communication by the municipality is lacking, the community 
would be participating in fewer strikes or we would have zero 
strikes. Also, the community would be having access to information 
about the developments of the community”, Participant 11, male, 
Community member.  
Community members said that they only receive information after there has been a strike, 
without updates being given with regards to service delivery before community protests. 
For residents to know what’s happening within their community, protests have to occur 
first. After a protest, meetings are organized so that both the community and the 
municipality can meet and discuss matters related to the protests for the purpose of 
reaching an agreement and resolving the service delivery issues. Moreover, community 
members stated that it would have been great initiative if the municipality was able to 
communicate with them even if there was no crisis. It was the right thing to also 
communicate with the community during good times.  This finding highlights the need for 
information sharing which according to Mchombu (2003) was central to finding solutions 
to society’s economic and social problems. 
 In another study evaluating information sharing, Mamokhere’s (2019) study revealed that 
failure by the government to provide access to information or other basic services has 
resulted in the public revolting through protests. In addition to these findings, Allan and 
Heese (2004) found that service delivery protests in rural areas underscore a lack of 
access to information which often leads to rapid spread of rumours about favouritism, 
corruption, and mismanagement.  Information is important for all human needs, members 
of the community need to be made aware of what is happening in their surrounding area 
and feedback on their requests should be provided.  Participants mentioned that the 
availability of information regarding community projects has always been lacking. The 
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community also never received adequate information concerning projects earmarked for 
development. The municipality has also failed to manage the job selection process for 
projects. Accusations about patronage and the sharing of information with friends and 
family members were expressed.  
In short these findings, show that the protests maybe prevented if the municipality was to 
communicate effectively and constantly with the community. 
4.3 Theme 2: Limited communication Strategies 
In the current study, it was found that the BLM has no existing crisis communication 
strategy in place. The sub-themes emerging from the theme of limited communication 
strategies are highlighted in the Table 3 below in relation to the research question. 
Research Question 
How does the Bushbuckridge Local Municipality communicate with its residents during 
crises? 
Theme 2 
Limited communication strategies 
Sub-themes 
Lack of a crisis communication strategy Unqualified municipal representatives 
Table 3: Development of theme 2 in relation to the research question 
Although, there is no existing documented crisis communication strategy, it was found 
that the municipality utilizes other platforms to address emerging crisis, as stated below 
by a BLM representative: 
The Bushbuckridge Local Municipality does not have a crisis 
communication strategy, I was surprised when I go here at the BLM 
and found that municipality does not own a crisis communication 
strategy. However, we do have other means we use to manage 
risks and crisis when they arise, we use newsletters, social media 
networks, and community members visit their nearest regional 
office and complete the manual complaints forms and deposit them 
into the suggestion boxes. We have also introduced a complaints 
and suggestion system which give members of  the public the 
opportunity to lodge their concerns to the municipality using 
complaints registers which are obtainable in all the municipal 
offices”, Participant 14, male, BLM representative. 
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A crisis communication strategy enables organizations to communicate accordingly with 
the public, this minimizes communicating incorrect messages. In support of this finding, 
Horak (2006) suggests that if a crisis communication is well-managed before, during and 
after a crisis event, it can be used to reinforce the system's reputation and relationships 
if managed correctly by showing the publics that is was excellently managed. With the 
lack of a crisis communication, it is likely for an organization to fail serving a community.  
4.3.1 Sub-theme 1: Lack of a crisis communication strategy 
The Bushbuckridge local municipal representatives revealed that the local government 
does not have an official document that outlines the guidelines for managing a crisis. The 
ward committee is the link between the municipality and the community. They serve in 
the advisory capacity for the council and also gather information in relation to the 
community for the municipality as mentioned in the statements below from participants: 
A crisis communication strategy help the municipality to successful 
manage and navigate through all kinds of crises and despite will 
inspire confidence in the residents if crises are well –managed. In 
the absence of a well – structured Crisis Communication strategy; 
the municipality ends up failing to successfully manage a crisis. The 
crisis communication plan will provide steps on which steps to be 
taken to promote the reputation of the municipality”, Participant 3, 
male, BLM  representative. 
The municipality has a register where risks are recorded and 
updated monthly by the risk management unit.  Each risk is given 
the attention that it deserves and they are normally forwarded to the 
relevant department for resolution within 14 working days”, 
Participant 17, male, BLM representative. 
Community leaders enable us to find the root causes of the protest 
and mayoral Imbizo enable the local community to ask any question 
pertaining to service delivery and the mayor will respond to the 
questions. Challenges raised are noted down and addressed by the 
municipality”, Participant 6, male, BLM representative. 
The identified lack of crisis communication strategy is evidence of the requirement for 
planning and having a communication strategy in place, as Odendaal (2007) argues that 
communication is an important aspect of community development, and assists people to 
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participate as fully-informed members of the community. With the finding that there is lack 
of crisis communication strategy, Fearn-Banks (2011:306), highlights the significance of 
a crisis communication plan as  part of the larger crisis management or disaster 
management plan of any municipality. In addition, Kuguma and Terblanche (2013) posit 
that key messages are fundamental for a crisis communication plan, as it is easy to forget 
key messages during a crisis and this might reduce the risk of misquoting messages.  
With the absence of a crisis communication strategy within the BLM, it was observed that 
the municipality has other strategies in place used to assist managing risks and crisis. 
The BLM representatives reported that they relied upon community leaders or ward 
communication for effective communication between them and the community.  
The implication for government communicators is that a message cannot only be sent out 
in a written format or in only the first language of the municipal area. Special consideration 
must be given to the preferred means and language in order for the message to reach 
and be understood by all the intended audiences effectively. The BLM indicated that there 
has been some challenges when communicating with the community of the 
Bushbuckridge. They however, have always managed to overcome some of these 
challenges as stated by a BLM representative below:  
The difficulties when community of the Bushbuckridge is, 
translating the messages into the most spoken languages namely 
Sepedi, Xitsonga and SiSwati given the fact that most residents are 
illiterate. Most communicate to the community is done in English, 
not African languages. For instance, the municipal newsletter is 
written in English. Segmenting the residents into groups and tailor-
making the message for them has been a challenge.  One size fits 
approach has been used in terms of communication platforms. And 
the measures the BLM has taken to manage this difficulties are that 
the, the municipality has appointed a service delivery task team to 
conduct a communication audit and the findings and 
recommendation of the audit were integrated into the 
communication strategy. The municipality will be enlisting the 
services of PAN–SALB to translate messages into African 
languages before the message is disseminated to community 
members for the messages to be understood and acted on 
accordingly”, Participant 14, male, BLM representative.  
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Based on the experiences of the community participants, it is evident that the strategies 
employed by the BLM in the absence of a crisis communication plan are not effective in 
terms of crisis management. Although it was highlighted that the BLM uses platforms like 
social media, risk register, complaints or suggestion boxes, it is evident that the 
municipality is unable to address crisis through these platforms.  
4.3.2 Sub-theme 2: Unqualified municipal representatives 
Participants strongly expressed that the people they elected were there for personal   
benefits, while some of them were unqualified to serve their community. Due to the failure 
of the provision of adequate service delivery, participants began to question the qualities 
of the BLM representatives as indicated below by participants:  
Liaison Officers were hired to manage the communication between 
the different wards and the municipality, instead, they are not doing 
any of that. They should go around addressing communities and 
find out what is it that community want. I believe these people are 
not able to address the communities because they are not 
qualified”, Participant 5, male, Community member. 
My experience with most of the elected representatives is not good 
because they seem to forget that their obligation is to members of 
the community not the municipality. After they are elected they tend 
to have conflicting obligations and start serving themselves not us 
members of the community. Being an elected representative of the 
community is a selfless service it requires an individual with a good 
moral compass”, Participant 13, female, Community member. 
These representatives make false promises to the community for 
votes, soon as they’ve won the elections, they no longer deliver. 
Which is some of the things that angers frustrates the community 
because they’ve been promised good service deliveries”, 
Participant 16, male, Community member. 
However, not all participants had negative experiences with the people elected to serve 
the community. Other community participants reported that the problem could have been 
the way councillors and other representatives were being changed as captured in the 
statements below: 
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Don’t blame the councillors and other representatives of the BLM, I 
think the problem is that we change councillors before they could 
complete their tasks and when the next person takes over, they are 
expected to sort out the mess that was left behind by the previous 
councillors”, Participant 4, male, Community member. 
Similar to current findings of this study, Karamoka (2010) found that concerns from 
communities were often accompanied by the accusation that government officials were 
corrupt or were engaging in nepotism. Moreover, the author adds that protesters 
mentioned incompetence or the need to hold government officials accountable for all the 
issues that were faced in the community and claimed that state officials had broken their 
promises. Masiya, Davids and Mangai, (2019:38) also found that frustration is 
compounded by the lack of responsiveness by officials and Councillors as well as limited 
or unclear channels of communication, provision of substandard services and high levels 
of poverty. Another study by Steyn and van Heerden (2011) suggested that the loss of 
technical skills and the shortage of management skills are the contributors to poor service 
delivery resulting in protests. Community protests are an expected result of the failures 
of government to provide basic services to the communities. The community members 
reported that representatives will say anything for votes, soon as they have won the 
elections, nothing is being done and there are no changes.  
It is clear that the members elected to work effectively during election process, however, 
following on their success on being the elections members, the community complained 
of unattended needs and unresponsiveness to community complaints. A study by Joseph 
(2002) recommended that once elected, local government officials must realise that they 
represent all the stakeholders in their wards, no matter what their background or political 
views. Therefore, they need to improve service delivery to the public 
4.4 Theme 3: Lack of community engagement 
Community participatory allows for interaction between the municipality and the 
community. The sub-theme emerging from the theme of poor community engagement is 
highlighted in the Table 4 below in relation to the research question. 
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Research Question 
How should the Bushbuckridge Local Municipality communicate with its residents during 
crises? 
Theme 3 
Lack of community engagement 
Sub-theme 
Community non-involvement in decision-making 
Table 4: Development of theme 3 in relation to the research question 
In the current study, the theme on lack of community engagement emerged as the result 
of a hierarchy that is involved in decision making. This involves matters affecting the 
community being decided by the ranking officials in the municipality without involving the 
community members.  
4.4.1 Sub-theme: Community non-involvement in decision-making 
Participants indicated that the municipality has never invited them to participate in 
decision-making with regards to activities that affect the community. The majority of the 
participants stated that had this been done before, this would have reduced the numbers 
of strikes in the community as stated by the participants below: 
The role of communities in public participation events hosted by 
local government with regard to decision making in service delivery 
programmes within their communities is very important. 
Programmes such as Integrated Development Plan (IDP) process 
give community members the opportunity to actually participate and 
address issues which will be most beneficial to their communities 
in terms of social and local economic development” Participant 17, 
male, BLM representative. 
Isn't it that we are the community? We are the people on the ground 
facing water shortages and bad roads. So, I think we play a huge 
role when we participate in those kinds of events”, Participant 7, 
male, Community member. 
If we were allowed to participate in decision-making with regards to 
service delivery, the municipality would be able to retrieve all the 
relevant information to improve service delivery and the working 
relationship. Also, this would help avoid protests and the economy 
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wouldn’t be affected due to damages resulting from protests”, 
Participant 5, male, Community member. 
There is no public-participation, we are not informed about things 
and the  municipality does not ask the community to participate in 
suggestions, they just do as they please”, Participant 1, male, 
Community member. 
Furthermore, participants indicated that the lack of public-participation was one of the 
leading factors to the community protests. This finding was also highlighted by a BLM 
representative as captured below: 
The other contributory factor in service delivery protests is that the 
municipality does not take the views and inputs of the community 
in the preparation, implementation and review of the Integrated 
Development Plan, a blueprint for development, Participant 14, 
male, BLM representative 
Members of the community reasoned that if there was community involvement in decision 
making and participation in matters affecting the community at large, there would be fewer 
strikes and reduction in the destruction community property. For example, they would not 
have to burn down municipality offices, schools and other properties because the 
community would be involved as well. The findings above support the notion that the 
community participation in decision making would result in adequate service delivery. 
Similarly Madzivhandila and Maloka (2014) found that the conception of community 
participation in South Africa is largely linked to the planning and management of 
development activities at the local sphere of government. The participants wish to be 
involved in decision-making was intimated by Managa (2012:4); who indicated that 
protesters mostly express discontent and frustrations for being excluded from local 
government decision-making. In responding to this Mamokhere (2017) highlighted that 
community involvement is meant to provide information as well as improve public 
decisions, programmes and projects. When community is involved it becomes aware of 
the happenings of the municipality. The community members, who participated in the 
research, lamented lack of community involvement in municipal activities. The general 
observation was that even when there are no protests, the municipality must still 
communicate with the community.  
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4.5 Theme 3: Non-interactive mode of communication 
The significance of the media as sources of collective knowledge and platforms through 
which people’s perceptions of reality could be expressed to attract the local government’s 
attention. The Table 5 below is a representation of the emerging theme from the 
community members’ complaint that the municipal’s initiative in resolving crisis is non-
engaging. 
Research Question 
How does the Bushbuckridge Local Municipality communicate with its residents during 
crises? 
Theme 4 
Non-interactive mode of communication 
Table 5: Development of theme 4 in relation to the research question 
The BLM representatives reported that these communication channels are already in 
place, radio stations, Television, Newspapers, social media, Imbizo, posters and 
newsletters and could be deployed to improve communication. Participants from the BLM 
indicated that the Bushbuckridge has a variety of media they use to communicate with 
the public, they also indicated that the media is available for the public to raise concerns 
as captured in the statements below:  
To communicate with the community during a crisis, the 
municipality makes use of local radio stations namely Radio 
Bushbuckridge and RFM and with them with National Radio 
stations which have huge listeners such as Ligwagwala FM, 
 Thobela FM, Capricorn FM and Munghana Lonene FM. Local 
Newspapers such as Bushbuckridge News, BBR Guardian, 
Mkhuhlu News, the Youth Voice and other online local papers are 
also utilized to communicate with the local community during a 
crisis.  The municipal website and social media platforms are also 
used as well as SABC TV, ENCA and Newsroom Africa. The 
municipality use the above mentioned platforms to provide weekly 
update to community members about the crisis. In addition, in 
general we use the following media platforms to communicate 
 with the community: Local and National radio stations, Local and 
National  newspaper, SABC TV and privately owned TV channels, 
Municipal website and  social media, Pamphlets, leaflets and 
posters, Community meeting and mayoral imbizos and the IDP 
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consultation meetings and newsletter ”, Participant 14, male, BLM 
representative. 
Although some of the community members indicated that they do use social media, the 
majority of the participants reported that they use the social media for entertainment, while 
other participants indicated that they used social media for business purposes. Other 
participants mentioned that they depend on radio and Television for news updates as 
captured from participants below: 
I use Facebook and WhatsApp. If the BLM’s Facebook page was 
active, that would have help to make information trend and reach 
the right audience, but the municipality does not communicate with 
the communicate”, Participant 8, female, Community member. 
I have Facebook and I use it to socialize. Also, I know there are 
community radio stations, the BLM website and local newspapers, 
but that media is not convenient for most community members and 
requires for one to have airtime to interact with the representatives 
of the BLM. So, I’d rather make use of the regional managers and 
councillors, like most community members do”, Participant 12, 
male, Community member. 
The communication through media is poor because we cannot 
really interact with them. I believe a face-to-face communication 
would work well for both parties”, Participant 9, female, Community 
member. 
However, the community members experienced these communication channels as non-
interactive as they could not raise questions of comments. In addition, the communication 
channels that allow for interaction between both parties were reported to be ineffective as 
complaints of the BLM not responding to queries were raised. Mhagama’s (2004) states  
that without proper channels of communication, problems arise when only few people 
have access to valuable information and limited beneficiation by the rest of the 
community. As an initiative Baloyi and Lubinga (2017) suggested that the Imbizo is crucial 
to this study as it has become the most popular platform for engagement due to its direct, 
face-to-face interaction between citizens and government representatives. According to 
Adedokun et al. (2010:103) when communication is used for community development 
purposes, it allows for participatory dialogues around common issues of public relevance. 
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The media platforms could be deployed to enhance information sharing about the work 
of municipalities Referencing from the information obtained from members of the 
community concerning the lack of information sharing, it is evident that the municipality 
has been making use of the available media platforms to share information, updates and 
communicate with the public. Although the availability of communication channels has 
been highlighted, the effectiveness of these modes of communication channels is not 
reflected from the findings in the current study. This means that there is a blockage in the 
municipality working together with the community. 
4.6 Summary 
This Chapter analysed and interpreted data to understand how the Bushbuckridge Local 
Municipality was communicating to the residents before, during and after a crisis. In this 
chapter four (4) themes emerged from the raw data during the analysis process and these 
themes assisted in answering the research questions. During the data analysis and 
interpretation, it was revealed that the BLM does not communicate before and during a 
crisis. However, the municipality made means to address matters after a protest. 
Research showed that people perceived protest was the only language the municipality 
understood in order to deliver services accordingly. It was also found that the BLM made 
use of the media to address the community during a protest, of which the community 
reported against that. The community members reported that there was no 
communication from the municipality during protests, rather they were met with police, 
rubber bullets and teargas. From the information provided by the participants, there is no 
involvement of the community in decision-making with regards to service delivery matters. 
The solution is to strengthen the relationship and communication between the BLM and 
community and ensure that information is shared regularly to encourage community-
participatory culture.  
The following chapter provides detailed recommendations and conclusions for the 
Bushbuckridge Local Municipality to assist it in establishing a good working relationship 
with the community through shared participation and effective communication strategies. 
The recommendations for the study have been drawn from Chapter 4. 
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CHAPTER FIVE 
CONCLUSIONS, LIMITATIONS AND RECOMMENDATIONS 
 
5.1 Introduction 
Based on the research findings and data analysis it was evident that the Bushbuckridge 
Local Municipality did not communicate with its community regularly. It was clear that 
there was no community-participatory platform, where members will be allowed to put in 
suggestions and provide enough information to the developments of the community. In 
light of the views of the participants, it showed that lack of communication was the main 
cause of the continuous protests in the community.  
The lack of information sharing has led the community to engage in continuous strike. 
Due to the municipality’s inability to communicate before and during a crisis, the 
community has been forced to engage in protests for immediate feedback and proper 
service delivery. It was clear that the BLM has never been able to deliver a service before 
community protest. The findings indicated that the community often receive serves after 
protests. The municipality’s failure to communicate with the community has tainted the 
reputation of the BLM.  
5.2 Summary of the key findings 
The aim of this study was to examine stakeholder perceptions about how BLM can put 
together an effective crisis communication strategy to improve service delivery and 
communication in general. This study obtained data from the community members as well 
as the BLM representatives with knowledge and lived experiences of the crisis 
communication strategy by the Bushbuckridge Local Municipality. Various research 
questions and research objectives were designed to help achieve the aim of the study. 
The three (3) of the research questions posed in section 1.5 were answered in detail to 
conclude this study. 
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5.2.1 Research question 1 
What are the dominant perceptions by Bushbuckridge Residents towards how the Local 
Municipality communicates with them during crises?  
The study showed that the current measures the BLM has in place were not enough to 
assist with how the municipality communicates with its public. Literature reviewed during 
this study shows that the system should take a number of principles into account for the 
purpose of applying crisis communication effectively.  Proper communication is needed 
for community developments. Although there are channels for residents to report 
unhappiness (potential public relations crises) to the communication unit and regional 
municipalities, the community has not been happy about any of the services provided by 
their local municipality. Community participants revealed that complaints have been 
lodged, yet, the municipality has never attended to those complaints in time. It was also 
found that suggestion cards had also been used in the past and have continued to work 
currently for residents to send suggestion or complaints to the municipality. The research 
findings show that neither of these methods had been effective to help reduce protests 
and develop the community. Furthermore, participants intimated that they occasionally 
visited members of the municipality, especially the regional members of the municipality, 
to lodge complaints, without much success.  The findings indicate that the local 
government must ensure that small incidents do not turn into crisis before they are 
resolved to the satisfaction of the community.  
5.2.2 Research question 2 
How does the Bushbuckridge Local Municipality communicate with its residents during 
crises?  
It was revealed that the Bushbuckridge Local Municipality’s most available 
communication platforms did not allow for interaction and immediate feedback. The BLM 
should practice a two-way communication, whereby both the BLM and community of the 
Bushbuckridge meet on a regular basis and communicate and understand each other’s 
needs and find solutions together. A risky incident only becomes a crisis when it is allowed 
to worsen to the point that it draws enough negative attention from its residents to harm 
its reputation and/or relationships. There is a belief by community that community protests 
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receive a better reaction than any other means of communication. In addressing the issue 
of communication between the municipality and the community, the municipality may 
consider keeping the community informed about matters of the community. It is essential 
too for the municipality to communicate social matters early and regularly for an informed 
community.   
5.2.3 Research question 3 
How should the Bushbuckridge Local Municipality communicate with its residents during 
crises?  
The research findings show that community-involvement could help the government 
gather information about the community and how the community could be developed. In 
addition, these findings could help the BLM anticipate crisis and likely be able to come up 
with ways to deal with issues that may arise. It was found that protests have now been 
used as a communication tool and strategy during community protests for service 
delivery. However, evidence from the findings shows that as long as the local government 
continues not to allow for community-participatory and regular communication with the 
community, protests will continue to happen within the community and this may continue 
to affect the municipality financially and socially. The research findings are evidence that 
both parties could develop a relation for them to work well and be able to provide better 
services for the key publics. Thus the involvement of the key public could reduce 
uncertainties in those affected by the crisis situations, once the community is involved, 
they will have access to most of the necessary information. 
5.3 Limitations of the study 
Data for this study was limited to seventeen (17) participants (6 Females and 11 Males), 
due to the COVID-19 pandemic and national lockdown restrictions. The research had to 
switch from face-to-face interviews to virtual interviews for safety purposes. The majority 
of community and BLM members were not available to participate in the research. 
Therefore, this study only included the Bushbuckridge community members and the BLM 
representatives. The findings cannot be generalized across place and time because of 
the smallness of the population drawn from the Bushbuckridge Local Municipality.  
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5.4 Recommendations for future research 
Taking into account the findings of this study, the following guidelines and 
recommendations could be used to by the Bushbuckridge Local Municipality to develop 
a crisis communication strategy. 
It is recommended that the BLM develops a detailed crisis communication strategy. This 
strategy should be compiled using the findings of this study, or better, they conduct further 
research in relation to this study. Additionally, ward councillors should be prepared in 
crisis communication methods, so that they are able to address the community before or 
during a crisis, not just after a crisis. This could help ward committees know how to 
communicate with the illiterate individuals and BLM communications team can take this 
into account when establishing a crisis communication strategy. This study further 
recommends that the BLM develops a section in their website for messages that may 
need swift interventions. 
It is also recommended that the local government use a two-way communication, to help 
understand the needs of the community and be able to anticipate crisis. Through the 
conversations with the community, the municipality would be able to find out from the 
members of the community about the developments which are need. In as far as 
communication is important for organizations as well as for dealing with crisis, local 
governments should normalize having conversations or interaction with the community 
even when there is no crisis. In addition the BLM identifies effective communication 
channels both for internal and external stakeholders. From the findings in this study, it is 
evident that the face-to-face type of platform could be fruitful for both parties to exchange 
ideas and reach amicable decisions that minimize misunderstandings. 
Furthermore, the local government should make regular use of ‘Imbizos’ (community 
meetings), not to just notify the community, however to engage with them and exchange 
information in order to fulfil the needs of the community. Through regular meetings, 
municipalities could retrieve information that may help better the services rendered by 
these the municipality. In addition to this, the community-involvement should be 
considered in order for the local government to be able to deliver good services and 
understand the needs of each other. Both groups need each other in order for the local 
70 | P a g e  
 
government to succeed in providing an adequate service delivery. Lastly, it is 
recommended that information should be shared regularly without the community 
demanding for it.  
5.5 Overall Conclusion 
Communication should be guided by the prescribed rules and guidelines in order to 
ensure that messages are communicated accordingly and that messages made available 
do not worsen the crisis situation or destroy the local government’s image. A tainted 
reputation could make key publics question a lot about the local government’s qualities 
to serve its public and this may destroy the relationships the organization has built with 
the public. A two-way communication should be used by all for interactions and 
community-participatory, which may help generate information that may help both groups 
understand each other’s needs and how both need each other in order to provide better 
services for the public. In addition, this form of communication before, during and after 
crisis situation will build, maintain and strengthen relationships. A crisis communication 
strategy would be a good step for the BLM, as it was revealed that the communication by 
the BLM is poor and that the local government has not been able to deliver services before 
a protest. The crisis communication strategy could also guide the BLM in terms of the 
communication channels suitable for the people of the Bushbuckridge, and media that 
would be effective in terms of information sharing and allow for interaction and immediate 
feedback as well. 
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APPENDICES 
Appendix A: Interview guides 
Interview guide 1: For the BLM 
 
Interview Schedule: Bushbuckridge Local Municipality (BLM) 
Dear Key Informant, 
My name is Temosho Mndawe, a Master’s student at the University of Johannesburg 
under the Department of Strategic Communication.  I am trying to gather the insights of 
those with relevant experience with the Bushbuckridge Local Municipality and the service 
delivery protests in the community. I hope to develop a set of strong recommendations 
that will contribute to the communication methods by the BLM during protests and this 
may also contribute to the provision of services in the community. As a BLM 
representative, I’d like to invite you to participate in the study about the crisis 
communication strategy for the BLM.  
All interviews will be recorded with a voice recorder to make sure that the correct version 
of your interview is documented. The interview will include questions regarding your 
experience with the community protests, crisis communication, and the media. Written 
consent will be provided by the researcher that you voluntarily took part in the interview. 
Withdrawal from participation is allowed, you may inform me at any time should you wish 
to withdraw. Continuation of the study means that you have provided consent to 
participate in the study. Interviews will take place during scheduled contact sessions. You 
will be asked for a convenient time that will suit you to be interviewed and your preferred 
contact method for this interview, for example: Audio/Video call, WhatsApp, Zoom, email, 
etc. All information gathered will not be shared with any third-party.  
The results will help in the design of important recommendations and will identify areas 
for further research in this area. If you have any questions, please contact me at 
temoshomndawe@gmail.com and/or my supervisor Professor Elizabeth Lubinga at 
elizabethl@uj.ac.za.  
We appreciate the time that you will take out of your schedule for this interview. We see 
this project as an important contribution to the field of crisis communication and service 
delivery protests. 
Background Information 






Communication by the BLM with residents regarding protests 
1. In your understanding, please explain the various causes of protests within the 
municipality. 
2. When does the municipality communicate with residents? Please also elaborate 
on where and how often they communicate with the residents. 
3. In the past, how has the local government communicated with the community 
before a service delivery protest? Please explain. 
4. How does the local government communicate with the community during a crisis? 
Please explain. 
5. How does the local government communicate with the community after a crisis? 
Please explain. 
6. What difficulties has the municipality faced when communicating with its residents? 
Please elaborate.  
7. Please explain what measures the BLM has in place to communicate with the 
community. 
8. What were the opportunities presented by most of the community protests and how 
did the municipality use these to improve the services and community 
engagement? 
Crisis communication 
1. In your view, why is it important for a local municipality to have a crisis 
communication plan? 
2. When there are service delivery protests, what communication methods do you 
use to address the community? Please explain. 
3. Please explain how these communication methods have been effective in 
engaging with the community? 
4. How does the municipality keep records of risks that are likely to escalate into crisis 
and actions to manage each risk? Please explain.  
Media’s representation of community protests 
1. How is the BLM service delivery protests portrayed in the media? Please explain. 
2. Please explain how you would like these protests to be portrayed?  
3. What channels of communication are available for the community in your 
municipality to raise their concerns?  
4. How would you describe the effectiveness of these communication channels? 
Please explain. 
 
89 | P a g e  
 
Organizational Media 
1. What media do you use to communicate with residents?  
2. Please explain how you interact with the residents using that form of media.  
3. How would you describe the importance of these media for a local municipality? 
4. How often does the community make use of the media and how often does the 
municipality respond to the issues raised by the community? Please explain 
The community’s role in service delivery 
1. In your view, how would the residents help improve service delivery in the BLM? 
Please explain. 
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Interview guide 2: For the community participants 
 
Interview Schedule: Community Member 
Dear Key informant, 
My name is Temosho Mndawe, a Master’s student at the University of Johannesburg 
under the Department of Strategic Communication.  I am trying to gather the insights of 
those with relevant experience with the Bushbuckridge Local Municipality and the service 
delivery protests in the community. As a member of the Bushbuckridge community, I’d 
like to invite you to participate in the study about the crisis communication strategy for the 
BLM.  
All interviews will be recorded with a voice recorder to make sure that the correct version 
of your interview is documented. The interview will include questions regarding your 
experience with the community protests, crisis communication, and the media. Written 
consent will be provided by the researcher that you voluntarily took part in the interview. 
Withdrawal from participation is allowed, you may inform me at any time should you wish 
to stop. Continuation of the study means that you have provided consent to participate in 
the study. Interviews will take place during scheduled contact sessions. You will be asked 
for a convenient time that will suit you to be interviewed and your preferred contact 
method for this interview, for example: Audio/Video call, WhatsApp, Zoom, email, etc. All 
information gathered will not be shared with any third-party.  
The results will help in the design of important recommendations and will identify areas 
for further research in this area. If you have any questions, please contact me at 
temoshomndawe@gmail.com and/or my supervisor Professor Elizabeth Lubinga at 
elizabethl@uj.ac.za.  
We appreciate the time that you will take out of your schedule for this interview. We see 













Bushbuckridge local municipality Community Service Delivery Protest            
1. Could you please inform me about the protests which have been happening in this 
community.  
2. In your view, do you think protests help communicate your frustrations to those in 
power? Please explain. 
3. In the past, how has the local government communicated with the community 
before a service delivery protest? Please explain. 
4. How does the local government communicate with the community during a crisis? 
Please explain. 
5. How does the local government communicate with the community after a crisis? 
Please explain 
6. How does the Bushbuckridge local municipality show that they listen to grievances 
by the community? Please explain.  
7. In your view, is the communication from the municipality about service delivery 
enough? Please explain.  
Explore from residents how the BLM should communicate with them regarding 
future protests  
1. How do you suggest the municipality communicate with you? 
2. What is the role of the community in public participation events or any service 
delivery decision-making process? 
3. In your experience, how was the municipality effective in attending to a crisis? 
Please explain. 
Organizational Media 
1. Please explain what media platforms you use and what you use them for?  
2. Is the media used by the local government accessible to community members? 
Please explain further. 
3. How would you describe the government’s response to these media platforms? 
Please explain.  
Stakeholder Management 
1. How would you describe the working relationship between the community and the 
local municipality?  
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2. In your view, what do you think would be the benefits of inviting the community to 
participate in service delivery processes in the BLM? Please explain. 
3. What is your experience concerning the BLM representatives that are elected to 
represent you as a community member? Please explain. 
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Appendix B: Informed Consent 
 
Informed Consent Form  
 
This is to confirm that Ms. Temosho Margaret Mndawe has briefed me about the purpose 
of the research study. 
 I have been informed of what my contribution to this research requires 
 I was informed that involvement in the study is voluntary  
 I have been informed that in the course of feeling uncomfortable to answer some 
questions I may choose to not respond to them  
 I have been informed that I may withdraw from the research study at any period 
without consequence  
 I have been informed about the measures that will be taken to ensure 
confidentiality and anonymity of my identity 
 I give the researcher to record the interview 
 
 
 Signed:     at:  
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Appendix C: Ethical Clearance Letter 
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Appendix D: Confirmation for Language Editing 
 
